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Performance Report 


For the period ending 
March 31, 2001 


Improved Reporting to Parliament 
Pilot Document 


Each year, the government prepares Estimates in support of its request to Parliament for 
authority to spend public monies. This request is formalized through the tabling of 
appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an 
overview of total government spending in Part I, the documents become increasingly more 
specific. Part II outlines spending according to departments, agencies and programs and 
contains the proposed wording of the conditions governing spending which Parliament will be 
asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information 
with a focus on outcomes. 

The Departmental Performance Report provides a focus on results-based accountability 

by reporting on accomplishments achieved against the performance expectations and results 
commitments as set out in the spring Report on Plans and Priorities. 

The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual 
budget planning and resource allocation priorities. In combination with the subsequent 
reporting of financial results in the Public Accounts and of accomplishments achieved in 


Departmental Performance Reports, this material helps Parliament hold the government to 
account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2001 
Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 

Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/75-2001 
ISBN 0-660-61732-3 


® 


Foreword 


In the spring of 2000 the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada”. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting of results through ministers to Parliament and citizens. Earlier this year, 
departments and agencies were encouraged to prepare their reports following certain principles. 
Based on these principles, an effective report provides a coherent and balanced picture of 
performance that is brief and to the point. It focuses on results — benefits to Canadians — not on 
activities. It sets the department’s performance in context and associates performance with 
earlier commitments, explaining any changes. Supporting the need for responsible spending, it 
clearly links resources to results. Finally the report is credible because it substantiates the 
performance information with appropriate methodologies and relevant data. 


In performance reports, departments strive to respond to the ongoing and evolving information 
needs of parliamentarians and Canadians. The input of parliamentarians and other readers can do 
much to improve these reports over time. The reader is encouraged to assess the performance of 
the organization according to the principles outlined above, and provide comments to the 
department or agency that will help it in the next cycle of planning and reporting. 


This report is accessible electronically from the Treasury Board of Canada Secretariat Internet site: 
http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 

Comments or questions can be directed to this Internet site or to: 

Results Management and Reporting Directorate 

Treasury Board Secretariat 

L’Esplanade Laurier 

Ottawa, Ontario, Canada 

K1A ORS 

Tel.: (613) 957-7167 — Fax: (613) 957-7044 


ry A, i > ae 
a yee i! > eM pabks  & 
+ abr ee Soy lisee rhe 


f ; i ei 
C ¢ uJ nal 
77 


pitta) eee “hab geo: 
¥ Maped Pam + lt 


i 


i 
4 t 


ee 
SCM Hb Sth &- 
Lt ke ee 


~ “eve vy Se 

. ve.” > a } 

- te ie a WD al Tah 
é 


a_i 


yee. Ir badw ab % ms = = : . 2. eae: - , ae ai 


pee i 
e ee - : . e ” ; Aw, 
ee eo OAS rhe. 2 Fics pire See iad 


1. 


VW alti: ace aeons et aa gi | ; eae 4 cat f 
' ts ies ‘ %; a “TSW is , - | - 0 be or | a 4 | p>. ne ha - ; 

| 7 gt ih Tota abe la 6 gigi eaatst OS aR ea amas a 
f ar’ bs ; 7 | "A bs | “ -4 Ae : r? ra " ae , ast i ; . * 
‘i AT hevre ie gy Vi ew : : Reith ate Ugvieel : se i . ’ we » * ; 
ee Ae At iV f oil bail eh 7 ak? v - 7 im rt “ay . . : 7 Une | 
Snakes oil tem uth am ; 
aie ae bebe anel hanatary Dt eg mi 
Hup sere Ss vf Tei 

os = oe i) 


be #5 a 4 
oe 4) Be 
wr * lal 


he 


Supreme Court of Canada 


Performance Report 


For the 
period ending 
March 31, 2001 
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The Honourable A. McLellan 
Minister of Justice and 
Attorney General of Canada 
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I: The Message from the Registrar 


In submitting this performance report, we are fulfilling our obligation to give an account 
of the measures taken by the Office of the Registrar to follow up on the commitments that 
we made for the 2000-2001 fiscal year. The Office is responsible for the administration of 
the Court, including the appointment and supervision of Court staff, the management of 
the Library and the Registry and the publication of the Canada Supreme Court Reports. 


The Supreme Court of Canada’s 125th anniversary celebrations marked this period and 
highlighted the Court’s role and its contribution to Canadian society. The Court organized 
a symposium in September 2000, “The Supreme Court: its Legacy and its Challenges”, 
which brought together members of the judiciary and the bar, academics, law students 
and distinguished foreign judges. With the co-operation of the Canadian Bar Association 
and the support of the Millennium Bureau of Canada, the conference speakers’ papers 
were published and widely distributed. The broadcasting of the sessions by CPAC 
allowed us to reach a much larger audience. As well, the Court published a 
commemorative book, “The Supreme Court of Canada and its Justices 1875-2000”, and 
Canada Post issued a commemorative stamp. Employees of the Court also took part in 
the celebrations and were able to show their pride in serving Canadians in an institution 
of national importance. The work on modernizing the Supreme Court Rules, the final 
part of the celebrations, has also progressed to the point where it should be possible to 
implement them by the end of 2001. 


One of our main objectives is to make the Court more accessible. To that end, we have 
redesigned our Web site and expanded the on-line information on Court files as well as 
the access of external users of the Library to certain electronic resources. We are proud 
of the very positive feedback from those who have dealt with the Court whether in 
person, by telephone or on-line. 


However, the daily challenges persist. Despite the dedication of our employees and the 
commitment of the management committee, the backlog of cases has increased. There 
are complex and multiple reasons for this. Our resources, which were already stretched to 
their limits, face a further increase in the judicial workload, due to an increase in the 
number of applications for leave to appeal and the complexity of the cases, the growth in 
activities related to the visibility of the Court, attributable in particular to its international 
influence, and the work resulting from government initiatives affecting the public service. 
The serious accommodation shortage, which was not resolved during the period in 
question, has exacerbated all of these pressures and prevented us from improving the 
situation. Implementing “Results for Canadians” is important to us, but to do so the 
Court must have the necessary human and material resources at its disposal. 
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Ii: Agency Overview 


A. Mandate, Mission and Responsibilities 


Our Mandate 

The Supreme Court of Canada’s mandate is to have and exercise an 
appellate, civil and criminal jurisdiction within and throughout 
Canada. 


Our Mission 
The mission of the Office of the Registrar is to provide the best possible decision- 
making environment for the Court. 


The Supreme Court of Canada is Canada’s highest court and one of its most important 
national institutions. It hears appeals from all the provinces and territories as well as from 
the Federal Court on matters both civil and criminal. In addition, the Court is required to 
give its opinion on any question referred to it by the Governor in Council. 


The importance of the Court’s decisions for Canadian society is well recognized. The 
Court assures uniformity, consistency and correctness in the articulation, development 
and interpretation of legal principles throughout the Canadian judicial system. 


Its jurisdiction is derived from the Supreme Court Act and other Acts of Parliament such 
as the Criminal Code. In the year 2000, the Supreme Court marked its 125" Anniversary 
and its 50" year as Canada’s final court of appeal. 


The Court comprises the Chief Justice and eight Puisne Judges, all of whom are 
appointed by the Governor in Council. The Court hears appeals from three sources. 


¢ In most cases permission to appeal must first be obtained. Such permission, or leave 
to appeal, is given by the Court if a case involves a question of public importance or if 
it raises an important issue of law (or a combination of law and fact) that warrants 
consideration by the Court. 


¢ The Court also hears appeals for which leave to appeal is not required. For example, 
when in a criminal case a court of appeal reverses an acquittal or when a judge of that 
court dissents on a point of law, it is possible to appeal as of right to the Court. 


¢ The third source is the referral power of the Governor in Council. The Court is 
required to give an opinion on constitutional or other questions when asked to do so. 
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Applications for leave to appeal are determined by a panel of three Judges, usually based 
on written submissions filed by the parties. The Court considers on average 600 of these 
applications in a year. An oral hearing may be held when so ordered by the Court. If leave 
is refused, it is the end of the case. If leave is granted, or when a case comes directly to 
the Court from one of the other sources, written legal arguments and other documentation 
are prepared and filed by the parties. A hearing of the appeal is then scheduled. Before an 
appeal reaches the hearing stage, numerous motions (such as those for intervener status or 
for extension of time for the filing of documents) may be brought by the parties. These 
are usually dealt with by a single Judge, or by the Registrar. 


The Court sits only in Ottawa, and holds three sessions per year during which it hears 
approximately 120 appeals. The hearings are open to the public and are usually televised. 
Interpretation services are provided in the courtroom for all hearings. A quorum consists 
of five members for appeals, but most are heard by a panel of seven or nine Judges. As a 
general rule, the Court allows two hours for oral argument. The Court’s weekly schedule 
of hearings, with summaries of cases, is published in the Bulletin of Proceedings. These 
and basic information about cases, including the list of documents filed and party 
information, are available on the Internet (http://www.scc-csc.gc.ca). 


The decision of the Court is sometimes given immediately at the end of the oral 
argument, but more often it is reserved to enable the Judges to write reasons. When a 
reserved decision is ready to be delivered, the date for release is announced and the 
decisions are deposited with the Registrar. Reasons for judgment in both official 
languages are made available to the parties and to the public in printed form and to legal 
databases in electronic format. The decisions of the Court and the Bulletin are also made 
available on the Internet through a project undertaken with the University of Montréal. As 
required by its constitutive statute and the Official Languages Act, the Court publishes its 
decisions in both official languages in the Supreme Court Reports, which include all the 
reasons for judgment rendered by the Court in a given calendar year. 
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B. Departmental Organization 


The Supreme Court of Canada has a single Business Line - the Office of the Registrar - 
which provides the services the Court requires to render its decisions. The organization 
of the Office of the Registrar is shown in the Chart below. 


Legal : ame C 


O fficer 


Deputy Registrar 


A L R ist 
Executive | Corporate Library a Seer. 
Services Services : Branch Branch 


The Registrar, who answers directly to the Chief Justice, is responsible for the 
administration of the Court and exercises quasi judicial powers. The Registrar and Deputy 
Registrar are appointed by the Governor in Council. An Executive Legal Officer and 
Legal Officer are also attached to the office of the Chief Justice. Executive Services, 
headed up by a Chief of Staff reporting to the Registrar is responsible for management 
support, covering functions such as support for the Justices’ chambers, the law clerk 
program, and dignitary visits. 
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The Deputy Registrar oversees the work of the Court Operations Sector, which includes 
the Registry Branch and the Law Branch. Public information services, including the 
management of the Court’s web site and its Tour Program, are provided by the Deputy 
Registrar. 


The Registry plays a pivotal role in the functioning of the court. It is the hub of all 
procedural and documentary activities at the Court. The Registry processes, records and 
directs the flow of all documents filed by the parties and records all events which take 
place during the life of a case. It “cases manages” every leave application, appeal and 
motion to ensure that cases are dealt with efficiently, so that no time is wasted by judges 
on procedural matters or incomplete filings. The Registry also schedules the Court’s 
sittings, and finalizes the documentation for cases after judgments have been rendered. 


The Law Branch provides legal services to the Justices and administration of the Supreme 
Court of Canada, and manages the publication of the judgments of the Supreme Court of 
Canada and the Registrar’s legal correspondence, including providing legal opinions on 
leave applications filed and legal editing of all reasons for decisions. The Branch also 
prepares and publishes the Bulletin of Proceedings and press releases outlining the court’s 
agenda and listing judgments rendered or to be rendered. Legal and general translation 
and terminology services are provided by the jurilinguists of the Law Branch supported 
by external translation services. 


The Supreme Court of Canada Library is a major research library supporting the Court’s 
need for access to authentic current and historic legal information in an increasingly 
global, digital environment. The Library’s extensive collection of approximately 200,000 
volumes comprises statutes, law reports, periodicals, and treatises from major common 
and civil law jurisdictions, including Canada, the United Kingdom, the United States, 
Australia, New Zealand, France and Belgium. Its print, microform, and electronic 
holdings are supplemented by access to a vast range of electronic networks and databases. 


The administrative and operational support to the Judges and Court staff is provided by 
the Corporate Services Sector, which is responsible for accommodation, finance, human 
resources, administration and security, and informatics. 
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C. Societal Context and Operating Environment 


Workload 


The volume and nature of work carried out under the 
Program is largely dictated by the activities of the 
Bench. The continuing increases in applications for Coping with Increasing 
leave to appeal has meant that a chronic backlog in Workload 

cases has not been dealt with and results in longer 
delays for litigants between the institution and the 
disposition of a case. 


Though the Charter of Rights and Freedoms was proclaimed nearly 20 years ago, it 
continues to exert an important influence on the Court, presenting it with difficult and 
complex issues for resolution. These issues require in depth research and analysis and 
their resolution engages the attention of Canadians from all walks of life. 


In addition, Canada’s increasingly diverse population seems more assertive and more 
willing to challenge the perceived wisdom of its leaders — often in court. Advocacy 
groups bring to the fore societal as well as legal problems such as the unequal treatment 
of women, the situation of Canada’s aboriginal people and the sexual abuse of 
children.As well, it is not just the fact of the growth that is important. The areas into 
which the new growth has taken the law are equally significant. Biotechnology, 
euthanasia, the rights of same-sex couples, aboriginal entitlements — the list goes on. 


Efforts by the Judges to render decisions without delay affect the workload of the Court’s 
staff and of the Judges themselves. The Court continues to pursue a policy of delivering 
judgments quickly, both on applications for leave to appeal determined by a panel of 
three Judges, usually based on written submissions filed by the parties, and on appeals 
when leave has been granted. 


International Judicial Role 


The Court is an increasingly active member of the 
international community of judges and jurists. The Enhanced International 
members of the Court through protocols, Judicial Role 
arrangements and international associations, 
exchange experiences with jurists world-wide. 


The benefits that derive from the visits of the Supreme Court of Canada judges outside 
Canada have been acknowledged widely. There is no doubt that discussions with foreign 
judges and officials on constitutional issues, judicial education and court reform reinforce 
the rule of law and foster democratic development, national stability, protection of human 
rights, as well as economic growth. 
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Public Information Role 


The continuing increase in cases related to human rights 
and Canadians’ increasing interest in high-profile cases 

have placed the Court more and more in the public eye. 

This is enhanced by the increasing demands of litigants, 
the media, and the general public for information. 


Providing access to 


information by the 
Public 


The Court offers in-depth background information to 

the media on upcoming cases and on its decisions in order to promote knowledgeable, 
fair reporting of the work of the Court. It is important for the Court to provide these 
briefings and information to the media since the Court cannot defend itself against 
criticism or misunderstanding of its work and it is only through a well-informed media 
that the Canadian public will understand the Court’s decisions and their effect. This 
public information role is becoming increasingly demanding, as demonstrated by the 
frequent news stories featuring the Court. 


General enquiries and requests for access to information by the public are increasing, 
resulting from a better-informed and demanding public and from the captivating issues 
debated in Court cases. For example, there is an ever increasing number of law students 
who ask for factums, and phone calls, e-mails and letters from the general public are 
increasing. The Court must maintain current and complete information on its public 
Internet site, as well producing publications such as the Bulletin of Proceedings and the 
Supreme Court Reports. In addition, guided tours, led by law students, are provided to 
the almost 35,000 people who visit the Court each year. 


Information Technology 


Expectations of Canadians for fast, cost-effective access 
to the Court by the means of their choice require the Keeping pace with 

Court to continually enhance its information and Information Technology 
computer systems and programs to enable its staff to changes 

provide the expected services. 


The Court’s files have traditionally been available only in hard copy. With parts of the 
Case Management System now on-line and accessible to the legal community and public 
via the Internet, staff must be able to meet the enhanced requirement for the timely 
processing of legal documents. The Supreme Court of Canada must continue to keep pace 
with technological advancements in information management and dissemination and 
move ahead with such projects such as e-filing. It must also achieve the target date of 
2004 for Government on-Line projects. 
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Accommodation 


For a number of years, accommodation for the 
members and staff of the Supreme Court of Canada Resolving the 

has been identified as a significant issue. The accommodation issue 
Supreme Court of Canada with its 9 Justices and 
approximately 161 full-time equivalents, presently 
share the building with 13 Justices of the Federal Court, and some 50 administrative staff. 
Although the relocation of the Federal Court has been in the discussion stage for a 
number of years, a decision remains outstanding. In the Departmental Performance 
Report for 1999-2000, the message from the Supreme Court’s Registrar highlighted that 
the Court’s “plan for renewal has been hampered by a long-standing difficulty, which 
despite our best efforts to resolve, has now reached a crisis point - that is, our inability to 
obtain appropriate accommodation for our staff within the Supreme Court building.” The 
Chief Justice, the Right Honourable Beverley McLachlin, during an August 2001 address 
to the Canadian Bar Association stated that “the Court’s physical resources, like its 
human resources, are stretched to capacity.” Discussions are continuing to determine 
strategies to resolve this situation. 
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Ill: Agency Performance 


The Supreme Court of Canada’s approved Planning, Reporting and Accountability 
Structure (PRAS) is comprised of one business line: the Office of the Registrar. 


A. Strategic Outcomes and Performance Results Expectations 


The strategic outcome for the office of the Registrar is to provide the best possible 
decision-making environment for the Court. The following table has been created from 
SCC commitments published in the 2000-2001 Report on Plans and Priorities. 


Supreme Court of Canada 
To provide Canadians with: to be demonstrated by: 


An independent judiciary. - Appropriate arms-length relationships with 
Parliament, the Department of Justice and the 
Central Agencies; 

- Exchange of information on judicial systems 
with groups of officials from courts in other 
jurisdictions; 

- Participation in international associations to 

enhance awareness of international judicial 

developments. 

- Broadening of the Court’s Web Site with the 
objective of adding options available to 
litigants and the public; 

- Completion of the first phase of the Court’s 
electronic filing project; 

- Modernization of the Supreme Court of 
Canada Rules; 

- Provision of an information base needed by 
the Court to fulfil its mandate; and, 

- A redesign of the Bulletin of Proceedings by 

September 2000, to provide better informatio 

to the public. 

- Enhancements to the Case Management 

System to allow for easier and more 

comprehensive access to the Court’s database 

of these cases before it. 


Improved access to the Court and its 
Services. 


Cases processed without delay. 


Agency Performance Page. -11- 


B. Performance Accomplishments 


An Independent Judiciary 


In 2000-2001, the institutional independence of the Supreme Court of Canada continued 
to be safeguarded. The Registrar regularly confers with the Justices to assess their level 
of comfort that the Supreme Court of Canada is maintaining its institutional 
independence. 


Media coverage is also used to gauge the perception of the Court's institutional 
independence from the outside. The Court's administration complies with recognized 
principles of public management and fulfils reporting requirements. As well, the Court 
offers in-depth background information to the media on upcoming cases and on its 
decisions in order to promote knowledgeable, fair reporting of the work of the Court. 


Also, through its involvement in Head of Federal Agencies and Small Agencies 
Administrators networks, the Office of the Registrar has raised for discussion the 
difficulties inherent in judicial or quasi-judicial bodies fitting into the “portfolio system”. 


Improved Access to the 
Court and its Services 


A prototype of a revamped Bulletin of Proceedings was developed to provide timely 
information to the public, leveraging technologies and seeking input from users. 


The Library Management System plays a key role in ensuring the timeliness and integrity 
of Court research as the legal information environment evolves from a primarily print- 
based one to a print and multi-format digital one. A feasibility study for a system 
integrating print and electronic collections as well as providing seamless links to remote 
partners’ catalogues and databases plus electronic document delivery resulted in the 
decision to upgrade the current system incrementally. All modules will migrate to web- 
based modules, with the eventual aim of a client-centred single interface. 


Information about library resources is made available to the legal profession, the 
academic community, and the general public via the Court’s Web Site. Arrangements for 
borrowing items may be made through any of its federal or provincial and territorial court 
and bar library resource sharing partners. During 2000-2001, the Library’s Internet site 
logged more than 148,900 hits from approximately 16,300 visitors from over 46 
countries. 
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The Court also announced research enhancements for visiting counsel. It will install high 
speed cable access and provide two laptop computers to lawyers wishing to use a personal 
password to access legal databases and the Internet while at the Library. 


A new Case Management System has been in operation since December 1998 allowing 
for easier and more comprehensive access to the Court’s database. Enhancements to the 
system are continuing to improve workflow management. 


An electronic filing pilot project was developed with the Department of Justice. 


With extensive consultation, the Rules of the Supreme Court of Canada have been 
redrafted and should be in force by January 2002. 


Cases Processed Without 
Delay 


* Following the trend evident over the last decade, the Court’s judicial case load 
increased again in 2000-2001. The total of 659 new cases (leave applications and 
appeals) filed in 2000, represented an increase of 36% over the number filed in 1990. 
Six hundred and forty leave applications were submitted to the Court for decision in 
2000, an increase of 50% over the number submitted in 1990. However, the increased 
number of leave applications submitted meant that staff resources were diverted from 
the judgment process, and the Court issued fewer judgments than usual. Similarly, the 
Court heard a relatively low number of appeals in 2000, a reflection the low number 
of leave applications submitted in the previous year. Efforts to reduce time lapses 
were not successful, and this remains a priority with the Court. 
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Workload Summary 1990 to 2000 


Average Time Lapses (in months) 


19902 199121992; 1993". 1994 995% 27996... 1997-1998. 1999. 2000 


Between filing of 
application for leave 
and decision on 
application for leave 


Between date leave 
granted (or date 
notice of appeal as 
of right filed) and 
hearing 


Between hearing 
and judgment 6.3 3.6 3.6 4.1 3 3.8 3 


All applications for leave, appeals and judgments are counted by individual file number. 


Modern Management 


In 2000/2001 the Supreme Court of Canada undertook a redesign of its Web Site, 
updating the content to comply with Common Look and Feel standards and increase the 
value of the information offered there. In addition, with the implementation of a web 
services platform, the Court began providing real-time access to information residing in 
its case management system. The Court also conducted a comprehensive assessment of 
approaches to electronic filing in use in other jurisdictions and other Countries. In the 
context of this assessment, operational requirements were clarified and documented in a 
requirements specification document, as well as key issues to consider in the transition to 
electronic service delivery. With this work complete, the Court is well positioned to 
begin development of electronic filing services in 2001/2002 in support of the 
Government of Canada Government On-Line agenda. 


During the review period, the enhancement of human resource management throughout 
the Court from both the technological and operational perspectives has been a high 
priority. Special attention has been focused on sustaining the organization’s supportive 
culture regarding employment equity. Significant effort was deployed following the 
Public Service-wide survey to address gaps pro-actively. A review of internal policies 
and procedures was launched and various committees were created to strengthen cross- 
functional internal communications. 
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During the past year, the Court had very little opportunities to work at modernizing 
comptrollership. It now plans to work on modern comptrollership initiatives jointly with 
other courts. SCC intends to build on the achievements of pilot project departments to 
customize a strategy with realistic and realisable targets to modernize SCC management 
practices. 
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IV: Financial Performance 


A. Financial Performance Overview 


This section provides a financial performance overview using a set of various financial 
tables. The format of these tables is standard throughout the federal government. All 
figures reported under “Planned Spending”, “total Authorities” and “Actual” columns of 
the Financial Tables correspond to amounts published in the 2000-2001 Main Estimates 
and in the 2000-2001 Public Accounts. 


B. Financial Summary Tables 


In 2000-2001, only the following financial tables were applicable to the Supreme Court of 
Canada operations: 


Table 1 
Table 2 
Table 3 
Table 4 
Table 5 
Table 6 


Summary of Voted Appropriations 

Comparison of Total Planned Spending to Actual Spending 
Historical Comparison of Total Planned Spending to Actual Spending 
Revenues 

Statutory Payments 

Transfer Payments 
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Financial Table 1 - Summary of Voted Appropriations 


Financial Requirements by Authority ($ millions) 
2000-2001 


Planned Total 
Spending Authorities Actual 


Supreme Court of Canada 
Operating expenditures 


Judges’ salaries, allowances and 
annuities, annuities to spouses and 
children of judges and lump sum 
payments to spouses of judges who die 
while in office 


Contributions to employee benefit plans 1.3 1.5 


Total Agency 16.7 19.9 


Note: Total Authorities are Main Estimates plus Supplementary Estimates plus other authorities. 


Page. -18- Supreme Court of Canada 


Financial Table 2 - Comparison of Total Planned to Actual Spending 


Departmental Planned versus Actual Spending (§$ millions) 


2000-2001 


Planned Total Actual 
Spending Authorized Spending 


PTEs 

Operating 

Grants & Contributions 
Total Gross Expenditures 


Less: 
Respendable Revenues* 


Total Net Expenditures 

Other Revenues and Expenditures 

Non-Respendable Revenues** 

Cost of services provided by other departments 

Net Cost of the Program : . 223 


* Formerly “Revenues Credited to the Vote”. In some cases, respendable revenues include the 
statutory item “Expenditures pursuant to Section 29.1(1) of the FAA”. 
Formerly “Revenues Credited to the General Government Revenues” (GGR). 
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Financial Table 3 - Historical Comparison of Total Planned to Actual Spending 


Departmental Planned versus Actual Spending ($ millions) 


2000-2001 
Actual 


Actual 
1998-1999 


Planned 
1999-2000 


Total 
Spending 


Authorities Actual 
Supreme Court of Canada 15.4 


17al 16.7 
Total 


195 19.3 
15.4 17.1 


16.7 19.9 19.3 


Note: Total Authorities are Main Estimates plus Supplementary Estimates plus other authorities. 


Page. -20- 


Supreme Court of Canada 


Financial Table 4 - Revenues 


Revenues ($ millions) 


Non-Respendable Revenues 


Actual Actual Planned 
1998-1999 1999-2000 Revenues 


Supreme Court of Canada 


Judges’ contributions towards 
annuities 


Sales of goods, services and 
information products 


Sundries 


Total Non-Respendable 
Revenues 


Total Revenues 


Financial Table 5 - Statutory Payments 


Statutory Payments (§$ millions) 


Actual Actual Planned 
1998-1999 1999-2000 Spending 


Supreme Court of Canada 


Payments pursuant to the 
Judges’ Act 


Contributions to employee 
benefit plans 


Total Statutory Payments 


Financial Performance 


2000-2001 


Total 
Authorities 


2000-2001 


Total 
Authorities 


Actual 
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Financial Table 6 -Transfer Payments 


Transfer Payments ($ millions) 


Supreme Court of Canada 
GRANTS 

Annuities under the Judges’ Act 
Total Grants 


Total Statutory Payments 


Actual 
1998-1999 


il 
1.1 


Sei, 


Actual 
1999-2000 


12 
1.2 


3.8 


2000-2001 


Planned Total 
Spending Authorities 


13 1.5 
1.3 jE 


3.6 3.8 


Note: Total Authorities are Main Estimates plus Supplementary Estimates plus other authorities. 
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V: Other Information 


A. Contacts for Further Information 


Supreme Court of Canada Building General Enquiries 

301 Wellington Street Telephone: (613) 995-4330 
Ottawa, Ontario Fax: (613) 996-3063 
K1A 0J1 


World Wide Web: Internet Access 
http:/Awww@scc-csc.gc.ca reception@scc-csc.gc.ca 


Anne Roland - Registrar 


Telephone: (613) 996-9277 E-mail: rolanda@scc-csc.gc.ca 


Louise Meagher - Deputy Registrar 
Telephone: (613) 996-7521 E-mail: meagherl@scc-csc.gc.ca 


Irene O’Connor - Director General, 
Corporate Services 


Telephone: (613) 996-2860 E-mail: oconnori@scc-csc.ge.ca 


B. Listing of Statutory and Departmental Reports 


Supreme Court Reports 


Pursuant to Section 17 of the Supreme Court of Canada, the Registrar or the Deputy 
Registrar, as the Chief Justice directs, reports and publishes the judgments of the 
Court in the Supreme Court Reports, which include all the reasons for judgment 
rendered by the Court in a given calendar year. 


C. Legislation Administered 


Supreme Court Act R.S.C., 1985, as amended 


Judges Act R.S.C., 1985, as amended 
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Improved Reporting to Parliament 
Pilot Document 


Each year, the government prepares Estimates in support of its request to Parliament for 
authority to spend public monies. This request is formalized through the tabling of 
appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an 
overview of total government spending in Part I, the documents become increasingly more 
specific. Part IJ outlines spending according to departments, agencies and programs and 
contains the proposed wording of the conditions governing spending which Parliament will be 
asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information 
‘with a focus on outcomes. 

The Departmental Performance Report provides a focus on results-based accountability 

by reporting on accomplishments achieved against the performance expectations and results 
commitments as set out in the spring Report on Plans and Priorities. 

The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual 
budget planning and resource allocation priorities. In combination with the subsequent 
reporting of financial results in the Public Accounts and of accomplishments achieved in 


Departmental Performance Reports, this material helps Parliament hold the government to 
account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2001 
Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 

Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/76-2001 
ISBN 0-660-61733-1 
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Foreword 


In the spring of 2000 the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada’. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting of results through ministers to Parliament and citizens. Earlier this year, 
departments and agencies were encouraged to prepare their reports following certain principles. 
Based on these principles, an effective report provides a coherent and balanced picture of 
performance that is brief and to the point. It focuses on results — benefits to Canadians — not on 
activities. It sets the department’s performance in context and associates performance with 
earlier commitments, explaining any changes. Supporting the need for responsible spending, it 
clearly links resources to results. Finally the report is credible because it substantiates the 
performance information with appropriate methodologies and relevant data. 


In performance reports, departments strive to respond to the ongoing and evolving information 
needs of parliamentarians and Canadians. The input of parliamentarians and other readers can do 
much to improve these reports over time. The reader is encouraged to assess the performance of 
the organization according to the principles outlined above, and provide comments to the 
department or agency that will help it in the next cycle of planning and reporting. 


This report is accessible electronically from the Treasury Board of Canada Secretariat Internet site: 
http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 

Comments or questions can be directed to this Internet site or to: 

Results Management and Reporting Directorate 

Treasury Board Secretariat 

L’Esplanade Laurier 

Ottawa, Ontario, Canada 

K1A ORS 

Tel.: (613) 957-7167 — Fax: (613) 957-7044 
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SECTION I: MESSAGE FROM THE REGISTRAR 


Since its creation in 1983, the Tax Court of Canada has contributed to improving the 
Canadian judicial system so as to ensure that it meets the needs of today's society, or in 
other words that it is modern, accessible, rapid and affordable. 


In 2000-2001, we have continued to work at constantly improving our services to 
Canadians. Our actions were in full adherence with the management commitments of the 
Federal Government. 


Citizen-focus. The results of our most recent client satisfaction survey confirm that the 
efforts we have made over the past few years to improve our services meet the needs of 
Canadians. However, the survey also reveals that we will have to improve our 
communication products in order to demystify the appeal process and the judicial process as 
a whole. 


Results for Canadians and respect of Canadian Values. As Registrar of the Tax Court of 


Canada, I wish to assure the Canadian people that we are listening to them and that we will 
spare no effort to provide them with high-quality services and information and with a 
judicial process that is fair and equitable. 


Our determination to constantly improve access to the Court's information and services has 
enabled us to occupy an important position in the Canadian judicial system, which has been 
made possible by our great adaptability and the excellence of our extremely dedicated staff. 
These same attributes will enable us meet the challenges we will be facing over the next few 
months while at the same time honouring our commitments to all Canadians. 


Responsible Spending. As part of the Modern Comptrollership function, the Court has 
successfully implemented, on April 2001, the Financial Information System. FIS will 
upgrade the financial side of the performance and will permit us to closely link the 
planning, management and reporting of results or outcomes to the in-time availability of 
both financial and non-financial information. To support this government-wide initiative, 
the Court has named a champion that will be responsible for its implementation and 
promotion. 


Finally, on September 18, 2001, the Bill C-30 was tabled in the House of Commons. This 
Bill is to establish a body that provides administrative services to the Federal Court of 
Appeal, the Federal Court, the Court Martial Appeal Court and the Tax Court of Canada. 


‘ 
Rtas 


R.P. Guenette 
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SECTION II: OVERVIEW OF THE COURT 


1. Mandate, mission, vision 


a) Mandate 

The Tax Court of Canada has exclusive original jurisdiction to hear and determine 
references and appeals on matters arising under the Income Tax Act, the Canada Pension 
Plan, the Old Age Security Act, the Petroleum and Gas Revenue Tax Act, the 
Unemployment Insurance Act, the Employment Insurance Act, Part IX of the Excise Tax 
Act and the Cultural Property Export and Import Act. The Court also has exclusive 
original jurisdiction to hear and determine appeals on matters arising under the War 
Veterans Allowance Act and the Civilian War-related Benefits Act as referred to in section 
33 of the Veterans Review and Appeal Board Act. 


b) Mission 
We are committed to providing the public with an accessible and efficient appeal process 
and to working together to maintain a fair and independent court. 


c) Vision 

We would like the TCC to be recognized nationally and internationally as a self- 
governing and avant-garde body that distinguishes itself by the excellence of its services, 
its highly skilled work force, the efficiency with which it communicates with its partners, 
clients and employees, its use of the most advanced technology and _ the 
straightforwardness of its rules and procedures. 


2. Organization of the Court 


The Court, which has its Headquarters in Ottawa, consists of the Chief Judge, the Associate 
Chief Judge, 19 other judges and two supernumerary judges. To ensure that appeals are 
heard in a timely manner, the Chief Judge may appoint deputy judges with the approval of 
the Governor in Council. There are currently nine deputy judges. 


The Chief Judge is responsible for distributing work to the judges and for assigning judges 
to each sitting of the Court. The Court has regional offices in Montréal, Toronto and 
Vancouver. It also shares premises with the Federal Court of Canada in Edmonton, 
Calgary, Winnipeg, Québec, Halifax and Fredericton. The Court may sit in over 65 hearing 
locations in Canada. 


The Registrar, who is a deputy of the Commissioner for Federal Judicial Affairs as the 
result of a delegation of authority under subsection 76(2) of the Judges Act, is the deputy 
head of the Tax Court of Canada. The Commissioner for Federal Judicial Affairs reports to 
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the Minister of Justice. The Registrar, as the principal officer of the Court, is responsible 
for the administration of the Court. 


a) Description of the Business Line: The Registry 


The business line structure described below was approved by the Treasury Board under the 
Planning, Reporting and Accountability Structure (PRAS) document. 


The objective of our Business Line is to provide an easily accessible and independent Court 
for the expeditious disposition of disputes between any person or corporation and the 
Government of Canada on matters arising under the Tax Court of Canada Act or any other 
legislation under which the Court has original jurisdiction. 

In addition to its main business line, the Court has the following three service lines: the 
Appeals Management Directorate, the Corporate Services and the Strategic Planning and 
Communications Directorate. 

b) Description of the sector of services 

1. Appeals Management 

This service line provides litigants with guidance and advice on Court practices and 
procedures and provides the judges of the Court with orderly and efficient scheduling of 
hearings. 

2. Corporate Services 

This service line provides the Registry with support in the areas of finance, administration, 
security, library services, facilities management, human resources and information 
technology. 


3. Strategic Planning and Communications 


This service line provides the Registry with support relating to strategic planning, 
communications, legal information, and editing and revising. 
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SECTION III: PERFORMANCE OF THE COURT 


1. Societal Context 
a) Objective 


To provide an easily accessible and independent Court for the expeditious disposition of 
disputes between any person and the Government of Canada on matters arising under the 
Tax Court of Canada Act or any other legislation under which the Court has original 
jurisdiction. 


b) The Tax Court’ Strategic Priorities, the Federal Government Horizontal Priorities 
and the Canadians 


The Tax Court of Canada's program objective revolves around the following four strategic 
priorities: 


i) to improve the effectiveness of the Court’s appeal process; 
ii) to improve public access to the Court and its services; 

iii) to improve service delivery; and 

iv) to ensure the judicial independence of the Court. 


These four strategic objectives, which are closely linked to the federal government's 
horizontal priorities relating to Government On-Line and the Service Improvement 
Initiative, permit us to provide citizen-driven services, measure the concrete results that 
Canadians obtain from our services and respect the values of our fellow citizens in respect 
of access to relevant and accessible information and to prompt, fair and equitable justice. 


The backdrop to all this is the efficient and responsible use of public money via the gradual 
and effective implementation of the federal government's Modern Comptrollership 
initiative, which aims to provide managers with integrated financial and non-financial 
performance information, a mature approach to risk management, appropriate control 
systems, and a shared set of values and ethics. 


ee ea ta a ee 2 ee ee 
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2. Government on line 


i) Appeals - Electronic Filing 


In its Report on Plans and Priorities for 1999-2000, the Tax Court of Canada identified as a 
priority the implementation of the electronic transmission of documents between appellants 
or their representatives and the Court. 


However, we had underestimated the technological complexity of the electronic 
transmission of documents, and the implementation of the project was accordingly subject 
to some delays. 


We have overcome the obstacles as they have arisen, and on September 1, 2001 the Court 
launched a six-month pilot project of its online filing system. Appeals or applications can 
now be filed on line through our Web site. Other documents required in the appeal process 
are also accepted electronically. The parties, however, still have to comply with the Rules 
of Procedure and forward original copies of the documents they file electronically until the 
Rules are changed. A list of all hearings scheduled in every location where the Court sits 
regularly is also accessible on our Web site. We invite comments and suggestions from the 
users of these facilities and will review and evaluate the feedback received over the six- 
month period. 


One of the advantages of Electronic-Filing will be the reduced number of Applications for 
an Extension of Time to File a Notice of Appeal and a Reply to Notice of Appeal. This 
advantage is due to the speed of the medium and the increased ability to communicate to the 
Court within the time limits imposed by the rules. Electronic-filing adds a method of 
communication which allows the filing of documents, response to enquiry’s and delivery of 
documents to the Court at any time regardless of time zones or the hour of the day. This 
will speed process and assist in balancing workloads. 


Having a choice in how Canadians deal with the Tax Court of Canada is important. 
Canadians can be assured that the Electronic-Filing complement, not replace, other methods 
of interacting with the Court. We want to provide the highest quality of service, whether it 
is in-person, over the telephone or on the Internet. And we will continue to develop 
initiatives that make the Court services more accessible to all Canadians. 


Page 6 Tax Court of Canada 


ii) Appeals Management - Statistics 


Over the past fiscal year, 4,822 appeals (see Table 1) were filed with the Tax Court of 
Canada. This represented an increase of 350 appeals over the preceding fiscal year, 1999- 
2000, in which 4,472 appeals were filed. In comparison, 5,673 appeals were filed in 1998- 
99. 


It should be explained that as a consequence of the implementation on November 1, 1998 of 
a new filing fee of $100 (per appeal), counsel for the appellants in one case involving the 
research and development tax credit filed over 1,100 appeals in October 1998 in order to 
avoid paying the new filing fee. 


Table 1 also includes appeals disposed of in 2000-2001. It should be noted that the data in 
the "Appeals Disposed of" column reflect not only appeals filed and disposed of in 2000- 
2001, but also appeals filed in earlier years that were disposed of in 2000-2001. 


TABLE 1 APPEALS FILED AND DISPOSED OF IN 2000-2001 


FISCAL YEAR 2000-2001 


OTT ROG 


i @anadaPeosion Dian. ae | wee t- See |) | Wee 315 Saher 22eeeq 
Civilian War-related Benefits Act and the ae a 
Veterans Review and Appeal Board Act 


eS 
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Table 2 presents a range of appeals disposed of during the 2000-2001 fiscal year. It 
indicates the fiscal years in which the appeals disposed of in 2000-2001 were filed. 


Table 2 APPEALS DISPOSED OF IN 2000-2001 THAT WERE FILED IN 
EARLIER FISCAL YEARS 


Disposed Disposed of in 2000-2001 but Filed in 
of 2000-2001 } 1999-2000 | 1998-1999 Prior to 
2000-2001 1998-1999 


Income Tax — General 715 38 (5%) | 111 (16%) | 375 (52%) | 191 (27%) 


Income Tax — Informal 1939 | 412(21%)| 1023 | 282 (20%) | 122 (6%) 
(53%) 
ANS Silman aoa 
9 ( 


GST — General 21 (21% (55%) | 15 (15%) 
GST — Informal 394 85 (22%) | 222 (56%) (19%) | 13 (3%) 
emies. Pacswoielé. afl Time 
Employment Insurance 1457 239 (16%) | 643 (44%) | 352 (24%) | 223 (15%) 
re eee 
228 69 (30%) | 150 (66%) 9 (4%) 0 (0%) 
hort pee ta eee 


Canada Pension Plan 


In total, it can be seen that almost 63% of the appeals disposed of had been filed in the 
current or preceding fiscal year. It should be noted that appeals filed under the General 
Procedure are more complex and have a longer life cycle than appeals filed under the 
Informal Procedure. If appeals disposed of under the Informal Procedure are considered 
separately, it can be seen that 75% of the appeals disposed of had been filed in the current or 
preceding fiscal year. These percentages represent a slight increase over those of the 
preceding year. 
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3. Service Improvement Initiative 


The essence of the Service Improvement Initiative is that the continuous and measurable 
improvement of client satisfaction is the most reliable indicator of improvement in service 
quality and service performance. 


The Court accordingly conducted a client survey over the past few months. The purpose of 
the survey was to assess the level of client satisfaction with TCC services, information, 
facilities and judicial process. The appellants had to rate each feature on a scale of 1 to 6, 
where 6 indicated the highest level of importance or satisfaction. It is important to note that 
we were not trying to assess the appellants’ level of satisfaction with the decision rendered 
by the Court. 


We sent out 1,464 questionnaires to appellants or their representatives, which had appeals 
disposed in 1999 through a hearing. Appeals disposed by withdrawals or consents were not 
included in our target group. We obtained a 39% return on our survey. 


In summary, the level of satisfaction from who filled out the survey is positive and 
encouraging for the Court staff. 


Total Results by Feature 


|___ Importance [|_|__Level of Satisfaction _| 
Denied lee died 
4,5,6 5,6 - Response | __4,5,6 5,6 
Courtes 540 94% 83% 521 86% 75% 
DGeee rr UE Ms lf a 


Lal 
[ai 
official languages 
other languages 

access 


As far as the quality of our services is concerned, the respondents expressed satisfaction as 
regards our services in both official languages (84%), courtesy (75%) and the respect shown 
by our staff (75%). 


Quality of Service 


14 


However, it is clear from the results that we must significantly improve the quality of our 
services from the point of view of timeliness of service. A 51% level of satisfaction (rating 
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5,6) is very low. We must therefore identify the source of the problem and take whatever 
action is necessary to improve our clients' level of satisfaction in this respect. 


Our clients' level of satisfaction is also low where the affordability of access to our services 
is concerned. Only 63% of our clients said they were satisfied (rating 5,6). We believe that 
the reason for this is the $100 filing fee appellants have been required to pay since 
November 1, 1998. 


Level of Satisfaction 


Quality of Facilities # a TV Ran wage # of Rating | Rating 
Response | 4,5,6 Response 4,5,6 5,6 


fee | ee 
and securi 
Se ee or 
accessibili 


As regards the quality of our facilities, the survey shows that the level of satisfaction is 
quite high. The results vary from 73% to 79%. 


Level of Satisfaction 


Quality of # of Rating — # of Rating | Rating 
Information Response | 4,5,6 5,6 Response | 4,5,6 5,6 


Accuracy of eed eee parte pees 
information provided 


el 
proceedings 
Froese ok | |e ee eee 
in the process 


The Court is at all times concerned with the quality of the information transmitted to its 
clients. The survey results show that we must focus our efforts on demystifying the judicial 
process, especially in respect of self-represented appellants. 


Some work has already been done in improving the level of service to self-represented 
litigants. Judgments are available on the Court’s Web site; this should provide a common 
source of reference easily accessible to the public. Also, a pamphlet titled “Your Day in 
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Court” is currently being developed to inform self-represented litigants on how to prepare 
themselves for their hearing and how the hearing itself will proceed. 


Importance 


Level of Satisfaction 


Quality of Judicial # of Rating | Rating # of 
Process Response | 4,5,6 Response 


Fair and reliable 
judicial process 

Independence of the 94% 
judicial process 


More time is usually required by Registry staff and Judges to explain and guide self- 
represented litigants through the appeal process. The additional tools being provided to the 
self-represented litigants will not only help them prepare themselves better but will also 
provide the Registry’s staff a common source of frequently asked questions. 


4. Modern Comptrollership 


The application of modern comptrollership at the Tax Court of Canada means refining and 
revisiting some of our management practices. Modern comptrollership is synonymous with 
improving our management abilities and capabilities. The Tax Court of Canada has been 
endeavouring to apply the concept of modern comptrollership and will continue these 
efforts in the coming year. One example of the establishment of the modern 
comptrollership function is the successful implementation of the Financial Information 
Strategy (FIS) on April 1, 2001 which will upgrade the financial side of the performance 
and will permit us to closely link the planning, management and reporting of results or 
outcomes to the in-time availability of both financial and non-financial information. 


We are constantly challenging our management philosophy to develop and apply a risk 
management approach in the management of our main business line as well as service lines 
of the Court. Rigorous stewardship is being applied to safeguard public assets; develop key 
control systems including management processes and measures of success. The Court 
already has a statement of values which are based on respect, professionalism, teamwork 
and client-orientation. 
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This sound management framework will enable our Managers to make and communicate 
appropriate choices thereby leading to a better service to the general population and 
honouring our commitment to effective and efficient administration of the Court. 
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APPENDIX I: FINANCIAL PERFORMANCE OF THE COURT 


The following tables apply to the Tax Court of Canada. They provide a brief summary of 
our financial performance. 


Table 1. Summary of voted appropriations 

Table 2. Comparison of total planned spending with actual expenditures 

Table 3. Historical comparison of total planned spending with actual expenditures 
Table 4. Non Respendable Revenues 


The difference between the Planned Spending and Total Authorities amounts in Tables 1 
and 2 is mainly due to a $241,000 rollover from the 1998-99 fiscal year, $247,000 in salary 
funds received for signed collective agreements and a $163,000 adjustment to employee 
benefit plans. 


Table 1 — Summary of voted appropriations 


Financial Requirements by Authority ($ millions 


2000-2001 
Total 
Authorities 


Planned Actual 


Spending 


| Voted 


50 Program — Registry of the Tax 
Court of Canada 

Operating Expenditures! 

Total Department 


' Total Authorities are Main Estimates plus Supplementary Estimates plus other authorities. 
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Table 2. Comparison of Total Planned Spending to Actual Spending, 2000-2001 
(millions of dollars) 


Departmental Planned versus Actual Spending 


2000-2001 
Planned Total Actual 
Authorities 


Grants and contributions 
Total Gross Expenditures 


Respendable Revenues 

Total Net Expenditures 

Other Revenues and Expenditures 
Non-respendable Revenues’ 

Cost of services provided by other 
Departments* 

Net Cost of the Program 


' Total actual operating costs includes contributions to employee benefit plans 


$=000’s 
Salaries and Wages 6,079 
Other Operating 5202 


Spending of Proceeds from 


Disposal of Crown Assets 
Sub-total 11,281 
Contribution to Employee Benefit Plans 1,210 
Total Actual Expenditures 12,291 
* Non-respendable revenues include Appeal Fees (575 000 $) and sales of photocopies of 


judgments (40 000 $) 
Services provided by other government departments includes: 


Accommodation provided by Public Works and Government Services 
Canada (PWGSC) 

Contributions covering employees share of insurance premiums and costs 
paid by Treasury Board Secretariat (5.6 % of salaries and wages of 
6,079,000 $) 
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Table 3. Historical Comparison of Total Planned Spending to Actual Spending 
(millions of dollars) 


2000-2001 
Business Line Actual Actual Total Total Actual 
1998-1999 1999-2000 Planned Authorities 
Registry of the 11.5 


Court 


Total Authorities are Main Estimates plus Supplementary Estimates plus other authorities. 


Table 4. Non-Respendable Revenues (millions of dollars) 


2000-2001 
Actual Actual Planned Actual 
1998-1999 1999-2000 
9 of the Court 0.5 0.6 0.5 0.6 
ey 0.6 0.5 0.6 


Total Non-Respendable 
Revenues 0 


Non-respendable Revenue details are provided below ($ = 000’s). 


ee | it 98-19995 | 999%20008 |. 2000-2001 | 
Appeals Fees 

Sales of Photocopies of Judgments | | __39 

Li ea ee ee 
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APPENDIX II: OTHER INFORMATION 


Contacts for Further Information 


Further information on the strategic planning portion of this document can be obtained by 
contacting: 


Diane Potvin 

Director, Strategic Planning and Communications 
Tax Court of Canada 

200 Kent Street, 4th Floor 

Ottawa, Ontario 

K1A 0M1 


Tel.: 943-2385 


E-Mail: diane.potvin@tcc-cci.ge.ca 
1-800-927-5499 


Further information on the financial portion of this document can be obtained by contacting: 


Bruce Shorkey 

Director, Finance and Materiel Management 
Corporate Services Directorate 

Tax Court of Canada 

200 Kent Street, 4th Floor 

Ottawa, Ontario 

K1A 0M1 


Tel.: 992-1745 
E-Mail: bruce.shorkey(@tcc-cci.gc.ca 
1-800-927-5499 
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Legislation Administered by the Tax Court of Canada 


The Tax Court of Canada has authority to hear cases on matters arising under the following 


Acts: 


Income Tax Act 

Canada Pension Plan 

Old Age Security Act 

Petroleum and Gas Revenue Tax Act 
Unemployment Insurance Act (repealed) 
Employment Insurance Act (Part III) 
Excise Tax Act (Part IX) 

Cultural Property Export and Import Act 
War Veterans Allowance Act 

Civilian War-related Benefits Act 
Veterans Review and Appeal Board Act 
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R.S.C. 1985, c. 1 (Sth Supp.), as amended 
R.S.C. 1985, c. C-8, as amended 
R.S.C. 1985, c. O-9, as amended 
R.S.C. 1985, c. P-12, as amended 
R.S.C. 1985, c. U-1, as amended 
S.C. 1996, c. 23, as amended 
R.S.C. 1985, c. E-15, as amended 
R.S.C. 1985, c. C-51, as amended 
R.S.C. 1985, c. W-3, as amended 
R.S.C. 1985, c. C-31, as amended 
S.C. 1995, c. 18, as amended 
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Government 


Publications 


Transport Canada 


Performance Report 


or the period ending 
arch 31, 2001 


Improved Reporting to Parliament 
Pilot Document 


Each year, the government prepares Estimates in support of its request to Parliament for 
authority to spend public monies. This request is formalized through the tabling of 
appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an 
overview of total government spending in Part I, the documents become increasingly more 
specific. Part II outlines spending according to departments, agencies and programs and 
contains the proposed wording of the conditions governing spending which Parliament will be 
asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information 
with a focus on outcomes. 

The Departmental Performance Report provides a focus on results-based accountability 

by reporting on accomplishments achieved against the performance expectations and results 
commitments as set out in the spring Report on Plans and Priorities. 

The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual 
budget planning and resource allocation priorities. In combination with the subsequent 
reporting of financial results in the Public Accounts and of accomplishments achieved in 


Departmental Performance Reports, this material helps Parliament hold the government to 
account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2001 
Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 

Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/14-2001 
ISBN 0-660-61735-8 


® 


Foreword 


In the spring of 2000 the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada’’. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “‘citizen focus” 
shapes all activities, programs and services. This vision commits the government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting of results through ministers to Parliament and citizens. Earlier this year, 
departments and agencies were encouraged to prepare their reports following certain principles. 
Based on these principles, an effective report provides a coherent and balanced picture of 
performance that is brief and to the point. It focuses on results — benefits to Canadians — not on 
activities. It sets the department’s performance in context and associates performance with 
earlier commitments, explaining any changes. Supporting the need for responsible spending, it 
clearly links resources to results. Finally the report is credible because it substantiates the 
performance information with appropriate methodologies and relevant data. 


In performance reports, departments strive to respond to the ongoing and evolving information 
needs of parliamentarians and Canadians. The input of parliamentarians and other readers can do 
much to improve these reports over time. The reader is encouraged to assess the performance of 
the organization according to the principles outlined above, and provide comments to the 
department or agency that will help it in the next cycle of planning and reporting. 


This report is accessible electronically from the Treasury Board of Canada Secretariat Internet site: 
http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 

Comments or questions can be directed to this Internet site or to: 

Results Management and Reporting Directorate 

Treasury Board Secretariat 

L’Esplanade Laurier 

Ottawa, Ontario, Canada 

K1A ORS 

Tel.: (613) 957-7167 — Fax: (613) 957-7044 


nepal hues wala 
Re ee othe wis Was 
ig LY el ie 0 (ie rus 

lalas : oi esi a, gil ey iia 
aie naar aan ores hicgaeai - 
Pt, MME rrr: drat, canal 


PRT wee ad, anette vag sid 


My A 


av Ad: cy 
sh hkl ‘bhi rag be 
Hea te eer 
alts inh Pe * st i fai ie ae pee eC 
Mo " Oe bea a i a Mi s am 
“hagict i nehiy elt hal ae Wage Remi 3 ie i 


Ls 
a : 


< 


teat) aie cm 18 3 ai A ae ee 


i al tekst! weer as i 7 7 ie iy 
3 rt Ae 7 ake Mee 7 re ‘ a 
10h: abhi ign a 
Sags "4 var yi = yt) fi) a 


if i] 
ear 
| fe 
x 5 sy 
at 9 As 
yp Rt: 


—_ 


é + j ¢ » 5 
ih 7 art, rae ~~ es iw 
sd A (a) eT 
ne = ee ee — % 
ahs ye + chee , 
2 De ae 


y br “a 


we or Tinea ; 
MEN a 


Transport Canada 
Departmental Performance Report 


For the period ending 
March 31, 2001 


Approved 


Minister of Transport 


: 


ebsane’) r edennet is i Te 
hogs sanagnsorigt toinommsageet 


_ iba bitise offi puss 
08S ie ey. 


9 


Table of Contents 


Executive Summary SOHSHHSHSHSSHSHHHHSHSHSHSHSHHSHHHHSHHSHHSSHHHHHHSHHOHSHSHSHSSSHHSHSSHHSHSHHHOTOOOHOOSEOOOOEE 1 


IVMITNISLET “SUVIESS AB Gess: Bester. stasscesecodered Suites cctebeccndesbeueectuelulselee eae Oo 


1.0 


2.0 


3.0 


4.0 
5.0 


An Introduction to Transport Canada ...............cccsscccsssceesscceeseee 4 


EW OL WiC ATES 2.1. Sanee nt See atenenee ciate ae eT bersd sade tec’ ces. asa daayotsireddeana Os gcereat eb Mew ocad 4 
Ieee esis Aine uViand Ale re emma keer ceiea ta td acecdaxcanuasusdoawae <oshanoadat foasests-Aosnaan mucne mere + 
eSaeOurStatesic Objectives sts toncetetien cok tetsmanennnsimatteamate meat teen + 
[Fame ep areMen tale Lr Onto smnrncr Recent cet ML a aN wed ces dennanrd cdudvnnsiaaihadunlalntan ses aueheapevaneerts 5 
| eas) Nhl ee Cora 200 75) Unig eto il 24 5 Nak Sia Ae as tie a RR A PN i i S 
JR OmmRD USie ome. SUPUGIUE Cretan de hac tctae sees oe gauen on or econ’ sere dt oe susan eg Ron pada kan sae eee Ee 6 


SOC OUAIECO ONCE Keer re reer ee ere os co oknckes de ecenstiechevon elector eevee 


Zam Cans POL tAtiOn SLIT Pac baa tee tac dt ent iter Se eed Seta tema ae ony ceayadmace te sheasaden ace anton anes 8 
PO Se UTES PCE CHOMP ECR GONE. crt conte tence car soe see seb c cee se cdasee seat aacanccea nce peerage 8 
DES CLE MEMOrC nN AINCITO CSaete trent ee cater es chomen aie nonce fc oe renee o eter heen etna ncaa non ech mceeuataeebarecs 8 
RaMEINOV IC WAOLNe CONACAG. UT OHNSDOTLOLLON ACE ce scsucgersceert:cudn stant wae. vecant ena ay emanate cee 2 
LENO W WVLC ASULESILOLEA ViLALLO I) OCCULILY sane. atcadscriedcdeoesnoscdecn eck Head tins seace sent ere eansach ents nae: i 


MeN ArtMentALPCELOLIM ANCE: ..c:.,.05s.czsccecscstsccessncscessscccscacscccetesssee lO 


SulgeMeasuling the Advancement. of our strategie ODIECIVES:.fijc-ccegee sean eses wneaesenern nance as 13 
Seca AD OVELVIeWaOr Departmental’ Spend iN Sire. cre .ncnsnevdesa. og sodeeunns dowdy <osbable cusatacuudemsseducess 14 
oo) PeriorinancesAccomplisnments by Strategic ODjJECtI Ve. :. ii..csceccsnanantnan- sce beederuuxere ras jee, 
3.3.1 Ensure high standards for a safe and secure transportation system ............. US) 
3.3.2. Contribute to Canada’s economic growth and social development............... oo 
Sake) IeOUXCE TNE JO AISUCEH!. CPW AOI ILIOEIOE cacocn ooonpnncnaneaboconocnsoen oocepGupsnpabepncsEsaSnTasc0e5 uy, 
3.4. Inside Transport Canada==“The Management A genda oo. .....c006..ccsexsensasvoneeepneseatonragess 3)3) 


NAN Calera DIGS meoreceseec rived Sin ek aia See EOI 


Supplementary LGU UV EEE TR UO) | Reet pete ee Ges ee pater ene Rae naar 47 
Dalh KOLO UB ACS Lever niOviKSerce, dos anesucoseeneocee nob oneeoe OnOno CRON On SHosonBOD nO SoD CR oO oD EonenUuaGrnaaenadnads: 47 


BANK ee ee rn ec aan thse cuiet custesenwaniecoc seccdversecnesecosteerrsers eNO 


List of Financial Tables 


Table A — Summary..of Appropriations. .....ccss0.c0<c.cesscs-ceessussesesscosoeescescousccedhoteteccscccensseesseecsceese 38 
Table B — Comparison of Total Planned Spending to Actual Spending ................cccsssscesssssees 39 
Table C — Historical Comparison of Net Spending. ................cccccccccssccsssccsssccsscccsscccssscesssssesces 40 
Table D — Resource Requirements by Organization and Business Line..............s.sccccscsssscsseees 41 
Table E — Revenues 5...0:.<ciccspsscscsesssocencsscenessesstens sccscosesssssecens sascesss sutousewatcese te coseavbeersasergemteectates 43 
Table F’ — Statutory. Pay Miemissiccsccccte:crcsssoaccccesssvonsccssecsnssdencesuceosusenccuncssosecsdessrapecsccucas seas auevoters 45 
Table G’— Transfer Payments .:..:...<ctccsssecocecdesecsttecccscccoescecccesedescsescossccssctsccacceecsateccssadsccosccecsess 46 


Table: Hi ‘Capital Spending 2. ss.cs0<csancsarccasessanccccacscceccesnycasccancsssnestoeessserecaunsdeccavees sceugedivanscctecs 46 


Acronyms Used 


A Peete as a oe ants La Airports Capital Assistance Program 

Ai re Men enern eater secon: teeeese se Civil Aviation Tribunal 

GARA Cre meson cosecsasoreees Canadian Aviation Regulatory Advisory Council 
CGN TAGE cree ttcat re cence aera oe Canada Marine Act 

(COMUNE. Acorn sgndonscacicanadsonRuenaee . Canadian Marine Advisory Council 

(OS koh ta aiken Canadian National Railway 

CBP At: eet cw aneoaiiawaeuones Canada Port Authority 

(EPRI Foose savanortacs ence ces Canadian Pacific Railway 

(Cr WA acnnanat encase comeetnceh ee eee Canada Transportation Act 

ELMS Peertiors tateamrOvreanescassecenes Environmental Management System 

EASA ee cee te tre ts oe Sd atte hs (U.S.) Federal Aviation Administration 

SH Gatrraee, pobre seein ee sucnaee nate es Greenhouse gas 

GOL ere saiancsan Cane eeeene sone Government On-Line 

INGIAN O heeebpeapcacceccnronadnacnantencce International Civil Aviation Organization 

IU IO) cesonsaueeidccdmannadsedbacecocee International Maritime Organization 

USTs feats scoee selene aac Intelligent Transportation System 

11005) i 8 spank Se eee re ene eS Jacques Cartier and Champlain Bridges Inc. 

INL OS iteeeer gen cercar er tcc aien tes Moving On Sustainable Transportation Program 
INVASS eeircstieer cme neteteta asta senes National Airport System 

INGA Eeyore isan betes ea setiasBehieine National Airports Policy 

OECD er cera aticnanag tes sadangeete Organization for Economic Cooperation and Development 
Py eer ac yace eee aan Maco at Port Divestiture Fund 

IEG etek Se eee enh hie eee Programs and Divestiture 

RCCL) earn nee tena ernenan techies Research and Development 

ESS GC Pra acter ote cama Railway Safety Consultative Committee 

SSE SAE ies eae cae eotnatarasee sess Safety and Security 

Sy DS ioaseecdeaacneneee aco cecnen estes Sustainable Development Strategy 

SS) ee ea Re ena cenn Senet actor Strategic Highway Infrastructure Program 

ASS ICG te Sond merect tone eNnCGe sean St. Lawrence Seaway Management Corporation 
SUIS tea ey wartie tenes teeta me aay vis Safety Management System 

Say CARAS Ber Gainey ene een Safety and Security Strategic Plan 


See elsewhere in this document for additional information. 


Additional information is available in another document. 
Visit a web site to get additional information. 
Call us for additional information. 


t oid _ ' : : 
ve We . 7 ie 7 = a a 
| | 7 go ie- (e 
; . — <- Ser) ep ¥ 
| Vinancial Tables 22 9 se 
7 Clon | 


a 


7 
> 


YT ae 


pai ‘ce tae Abul 
' tie " ~ Cropertvs ot ‘aa 


take f ~ Hiatt) Ci one sae 


loli $1) — Potnsrie pelt | Ja 715 af 
nh tw uh A aban 5: 
- Hie sneviterons a ll mh aa ee 
(hw pbs pradalvirs abe ie 


fulte ? - partons ; Peper ee girls teen mnie fe 
clininabnan netieirA Iprobet LRT) distant 
sam adhesive 
caneien 


wuta 4’ Pyanude a i onan 2 1 mi -meenptent hp m 
a. ohne nominee? ~ Py, at M0 
T hie 10a 6’ geatiel ene. * Wokina igh delnnd divi fant enstheabieen visorener aA ADL, 
. : apieniGagy) senshi M- sans i coped Seas sre URAL 
\ . 7 ye Ave? aiiet naar? gages. boRtmgenirs Sean c? 
i om ‘ail ‘suiihgiteegeevicgrenes Paupoat, pel aebial ar settee lel ok / 
ee? i nergy Gonanngenert pastir won anivaM 12a eet pl gpm adel bor 
iuiviol ja¥ me aK av went pr ote : : 
ce ; : aoa : ‘Huon vlag Ft sli Dei ma one) “hgehienir reed » 
: eae oe nit iwi We a Pires “4 soe ey leagels Srey aacengy reas pat) ; 
” a he aT sie fuina et il, ee ee then tht ae 
ane Snare Up Sra ths ee ec if 
- = . Hiettt yea Dae sigs 7) puesta 6 vee cae? Aspe as Pal 
ih : sadimnierd av iniiaunlio as yn Ct ee ener (ey eaape aay srw a 
. cams iow@.:! , Vitesse bas he (ts bb eg rt = eoutin i Cae 
> “yeahh la< iHovatl biuistabaghad lari 7 om -’ 
ft - rary 4 lien Hepa ome an ae Harsanetic —tber Lari it 
pattnis LRAT Sait A gear ea wnt * dlp lieaie, more Tee 
4 anlage ciereregamne us 5 ; : 
null viuanant® es se ao me ~ 
: : 


~ 


=. 2 ~~ SS jj) ee eee 


ie 
3 a $ 
~ . 
! 

t ; r 

ay Ld 

re 
oe 


Executive Summary 


In pursuit of its strategic objectives, Transport Canada’s work contributes to the achievement of results, 
although it must be noted that the department is not solely responsible for all results. 


Ensure high 
standards for a safe 
and secure 
transportation 
system 


(eas ectlonioz oul 
starting on p. 15) 


Contribute to 
Canada’s economic 
growth and social 
development 


(e6¥ Section 3.3.2 
starting on p. 22) 


Protect the physical 
environment 


(e& Section 3.3.3 
starting on p. 27) 


| 


Accident rates for 2000 continued to decline in the aviation, rail and marine 
sectors; aviation and marine accidents are the lowest reported in the last 
25 years. 
Road casualty collisions in 1999 (latest available data) were up slightly from 
the record low of 1998, but are still the second lowest total in 44 years. 
While aviation and rail fatalities were down, there was a slight increase in road 
and marine fatalities. 
Canada was ranked ninth in road safety among the Organization for Economic 
Co-operation and Development countries. 
Progress toward legislative and regulatory reform. 
Benefits from oversight and intervention activities, including a positive 
assessment by the International Civil Aviation Organization of our civil 
aviation oversight system. 
Canadian railways remain among the top performance railways in North 
America; shippers’ rail freight costs have been reduced by $530 million since 
1994. 
Several new air routes were added in 2000, and the services offered by low -cost 
carriers increased. 
A representative survey shows that 65 per cent of the public feel that airline 
restructuring has not adversely affected their travel patterns. 
Gross costs to support airport operations have decreased approximately 
$300 million since 1995 due to divestiture. 
A public survey suggests that the anticipated benefits of airport transfers were 
well-founded. 
Aircraft operators are saving $50 million annually through reduced 
NAV CANADA user fees. 
Costs to support ports have been reduced by $112 million over five years asa 
result of the National Marine Policy and the port divestiture initiative. 
Canada’s major ports are showing positive net incomes and steady revenue 
growth. 
A 1.5 per cent toll rebate on the St. Lawrence Seaway for the 2001 navigation 
season. 
Raised awareness on how vehicles contribute to smog-causing emissions. 
Contributed to cleaner air by adding alternative fuel vehicles to the department’s 
motor vehicle fleet. 
Significant action taken on 85 per cent of the department’s first Sustainable 
Development Strategy (SDS). 
Successful implementation of Transport Canada’s Environmental Management 
System, with seven of nine targets having been achieved. 
Significant contribution to the Transportation Climate Change Table for the 
development of the Government of Canada Action Plan 2000 on Climate 


Change. =| 
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Minister’s Message 


I am pleased to submit Transport Canada’s 2000-2001 Departmental 
Performance Report. Over the past few years, significant progress has 
been made by the department in meeting its vision for the best 
transportation system for Canada and Canadians. 


Transportation has always been critical to the development and growth of 
the country and the economy. Transportation makes possible the 
movement of people and goods; it fuels our economy and improves the 
quality of our lives. But the transportation system must be safe and 
secure — that imperative was never more emphatically underscored than 
through the horrific events in the United States on September 11, 2001. 


Transport Canada has always maintained safety as its top priority, and 
during the past few years we have made great strides toward making 
travel safer. Our commitment is stronger than ever. We will take 
whatever measures are required to protect the safety and security of the travelling public and reduce the 
threats that transportation poses to the safety and well-being of Canadians. 


We are working to ensure a strong transportation system, one that supports trade, stimulates competition 
and productivity, and one that puts Canada in the forefront of technological innovation. We are striving 
for a system that flows smoothly, through our cities and across our borders, to link us quickly and 
efficiently with our trading partners, and one that also flows seamlessly from one mode to another — from 
ship to train to truck, from plane to public transit. 


We are also mindful that transportation activity has significant environmental consequences, which in turn 
have social and economic repercussions. A range of activities contribute to these pressures, including the 
construction of infrastructure, the operation and maintenance of the road system, the production, 
operation, maintenance and disposal of vehicles, and the provision of energy and fuel, including non- 
renewable resources. Transport Canada has been working with its partners and stakeholders to identify a 
practical, collaborative, cost-effective approach to developing a sustainable transportation system 


Canadians count on safe, efficient and environmentally responsible modes of transportation for themselves 


and the goods they need at home and in business. Transport Canada is working hard to meet those 
expectations, and we will continue to help build the best transportation system for Canada and Canadians. 


The Honourable David M. Collenette, P.C., M.P. 
Minister of Transport 
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1.0 An Introduction to Transport Canada 


1.1 Who We Are 


Transport Canada is the department responsible for the transportation policies, programs and goals set by 
the Government of Canada. The department contributes to ensuring that all parts of the transportation 
system work effectively, and in an integrated manner, to provide Canadians with a sustainable system — 
one that is safe, efficient and environmentally responsible. 


Our Vision... 


The best transportation system for Canada and Canadians 


Our Mission... 


To develop and administer policies, regulations and programs 
for a safe, efficient and environmentally responsible transportation system 


1.2 Legislative Mandate 


In Canada, all levels of government have some 
responsibility for the country’s transportation 
system. Transport Canada delivers its programs and 
services under numerous legislative and 
constitutional authorities. Our focus is on 
developing a modern and relevant legislative 
framework that will enhance the safety, security, 
competitiveness, and sustainability of Canada’s 
transportation system. & A full listing of the 
legislation administered by Transport Canada can be 
found on our web site at www.tc.gc.ca/en/ap.htm. 


1.3 Our Strategic Objectives 
Transport Canada’s strategic objectives are to: 


e Ensure high standards for a safe and secure transportation system. 
e Contribute to Canada’s economic growth and social development. 
e Protect the physical environment. 


In today’s complex environment, most issues require a multi-disciplinary 
approach and need to be considered in terms of a broad range of safety, 
economic and environmental factors. Decisions must ensure an optimum balance between competing 
interests and must be carefully weighed and debated. This is because actions required to achieve results 
in one area can have profound repercussions in other areas. 
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1.4 Departmental Priorities 


In working to achieve our strategic objectives, Transport Canada’s management team confirmed the 
following departmental priorities in October 2000. & A full description of these priorities, together with 
associated key initiatives, can be found in the Transport Canada 2001-2004 Business Plan — An Update, 
which is available on the department’s web site at www.tc.gc.ca/BusinessPlan/2001-2004/BP_e.html. 


Maintain and enhance the safety regime. 

Foster competitiveness in a global economy. 

Support infrastructure development. 

Advance sustainable transportation. 

Facilitate transition to the knowledge-based economy. 
Complete the divestiture program. 


1.5 Our Co-delivery Partners 


Transport Canada works in co-operation with hundreds of other organizations with an interest in 
transportation issues. 


Other federal organizations — whose programs and services may be effected by transportation activities 
— Environment Canada, Department of National Defence, Fisheries and Oceans Canada, Public Works 
and Government Services Canada, Canadian Security Intelligence Service, Justice Canada, Royal 
Canadian Mounted Police, Industry Canada, Health Canada, and Solicitor General of Canada. 


Provincial, territorial and municipal governments — particularly concerning the maintenance of the 
highway system and enforcement of road safety. 


Transportation sector industries — all of which count on the fair application of regulations and the 
development of policies to enhance the efficiency of the transportation system — Canadian National 
Railway, CP Rail, VIA Rail, Canadian Manufacturers of Aviation Equipment, Canadian Steamship Lines, 
Algoma Central Marine, Air Canada, and NAV CANADA. 


Agencies and associations — with a vested interest in the transportation infrastructure, regulatory regime 
and safety — Transportation Safety Board, Canadian Airports Council, Canada Safety Council, pilotage 
authorities, Railway Association of Canada, Transportation Association of Canada, Canadian Energy 
Pipeline Association, Canadian Association of Petroleum Producers, Shipping Federation of Canada, 
Canadian Ship Owners Association, Canadian Marine Advisory Council, Operation Lifesaver, Association 
québécoise de transport et des routes, United Transportation Union, Canadian Ferry Operators 
Association, Canadian Urban Transit Association, Canadian Council of Motor Transport Administrators, 
vehicle manufacturers associations, Canadian Trucking Alliance, Air Transport Association of Canada, 
and Council of Marine Carriers. 


International organizations — to share information and harmonize transportation regulations — 

U.S. Federal Aviation Administration, European Joint Airworthiness Authorities, International Civil 
Aviation Organization, Asia-Pacific Economic Co-operation, U.S. Federal Emergency Management 
Agency, NATO, U.S. Federal Highway Association and National Highway Traffic Safety Administration, 
International Labour Organization, and International Maritime Organization. 


Page 5 — Transport Canada 


1.6 Business Line Structure 


Transport Canada’s work is carried out by approximately 4,400 people located across the country who 
collectively support the department’s four business lines, as described below. The department has its 
headquarters in Ottawa, five regional offices in Vancouver, Winnipeg, Toronto, Montreal and Moncton, 
and approximately seventy Transport Canada Centres that are central points of contact for clients and 
stakeholders in each region. The business line structure has a multi-modal focus that emphasizes the 
department’s core roles. Table | refers. 


Table 1 


Transport Canada Business Lines and Service Lines 
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Policy. The Policy business line is responsible for developing transportation policies and legislative 
changes that contribute to an efficient and effective Canadian transportation system. The business line 
also monitors and analyses the transportation system, reports on the state of transportation in Canada (as 
mandated under the Canada Transportation Act), carries out economic studies and program evaluations, 
supports the Minister and Deputy Minister in their relations with other federal departments, other levels 
of government, and foreign governments, represents the department in international trade issues, and 
evaluates policy and programs for the entire department. 


Programs and Divestiture. The Programs and Divestiture business line plays a substantial stewardship 
role in addition to negotiating the divestiture of ports and airports to local interests. It operates sites until 
they are transferred, administers highway and bridge programs, carries out landlord and monitoring 
functions in respect of ports, airports, bridges and air navigation system sites, and manages the 
department’s real property portfolio. On the environmental front, this business line also provides 
leadership within the federal government and the transportation sector on sustainable transportation. 


Safety and Security. The Safety and Security business line develops national legislation, regulations and 
standards, and carries out monitoring, testing, inspection, certification, enforcement, education, and 
research and development activities to promote safety and security in all transportation modes. It also 
develops emergency preparedness plans, conducts background checks of persons working in restricted 
areas of airports, and delivers aircraft services to the federal government and other transportation bodies. 
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Departmental Administration. The Departmental Administration business line establishes the 
department’s administrative accountability framework, and supports the department’s other business lines 
by providing efficient and effective services — financial, administrative, information 
management/information technology, human resources, internal and external communications, legal and 
executive — that respond to departmental needs. 
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2.0 Societal Context 


2.1 Transportation’s Impact 


Transportation plays a crucial role in our everyday lives. Despite the fact that most of us take 
transportation for granted, we rely on planes, trains, ships, trucks, buses and private motor vehicles to 
deliver our goods and get us where we are going. Did you know — 


e Canadian domestic expenditures on goods and services related to the transportation needs of 
households, private business and government represented $106 billion (real 1992 dollars) in 2000, or 
11.8 per cent of the gross domestic product (GDP). 

e _ The transportation sector provided 853,600 jobs in 2000, an increase of 2.2 per cent over the 
previous year. 

® Spending on tourism in Canada reached $50.1 billion in 1999, of which $20.1 billion, or 40 per cent, 
was on transportation. 

e Annual gross government expenditures on transportation have ranged from $17 billion to $18 billion 
over the past five fiscal years. 

e Canada’s road network is over 1.4 million kilometres in length; Canada Port Authorities account for 
54 per cent of total port traffic handled; and 30 airports look after more than 94 per cent of air 
passenger traffic. 

e Transportation remains the single largest energy user in Canada; between 1990 and 1999, 
transportation energy consumption increased by 26 per cent. 

e Canada’s greenhouse gas (GHG) emissions from transportation energy consumption are equivalent to 
157 megatonnes of CO; road transportation accounts for more than 77 per cent of transportation 
GHG emissions. 


A wealth of information on the state of the Canadian transportation system is contained in the 
Transportation in Canada 2000 annual report. It can be found at: www.tc.gc.ca/pol/en/t- 
facts3/Transportation Annual Report.htm. 


2.2 2001 Speech from the Throne 


In the 2001 Speech from the Throne, it was recognized that economic and social success must be pursued 
together and that the Government of Canada would work with Canadians for a more prosperous society, 
one that builds on the strengths of its citizens, communities and businesses and on Canada’s unique place 
in the world. As previously noted in Section 1.3, Transport Canada’s strategic objectives — safety, the 
economy and the environment — are intertwined and collectively contribute to the government’s overall 
agenda. Of particular relevance are the commitments to: 


e Innovation 

e Skills and learning 

Connecting Canadians 

Trade and investment 

A clean environment 

Strong and safe communities 

Creating and sharing opportunities globally 


2.3 Defining the Challenges 


In April 2001, the Minister of Transport launched the Transportation Blueprint initiative, the purpose of 
which is to develop a strategic plan to ensure that our transportation system continues to contribute to 
Canadians’ economic prosperity and quality of life well into the future. The initiative, which will involve 
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extensive consultation, will influence the departmental priorities noted in Section 1.4. Many of the 
challenges that will provide a backdrop to the consultations are outlined below. 


1. Globalization and Marketplace Frameworks 


Canada’s economy is one of the most open of the G-8 
countries. At the turn of the millennium, our export trade 
accounted for 46 per cent of the economy and, with this trade 
growing vigorously, the focus for our transportation industry 
is becoming increasingly global. Governments have to find 
the right balance between the interests of the public and those 
of transportation users and providers, taking into account both 
domestic and international trends. As globalization 
progresses, Canada and its trading partners will have to work 
toward harmonizing their transportation industries’ safety and regulatory regimes. The trucking industry 
in particular has been asking the federal government to take a strong leadership role in this respect. In 
the airline industry, restructuring has resulted in the emergence of a dominant carrier, although new 
players have already begun to challenge Air Canada’s position. The size of the Canadian market imposes 
certain constraints and it will remain a challenge to balance a strong, viable Canadian presence in an 
increasingly global market. The North American railway industry is also evolving rapidly. Only six 
major carriers remain in Canada and the United States, and additional merger proposals remain a 
possibility. While mergers may improve connectivity and achieve economies of scale, Canadians are 
concerned about possible reductions in competition. Related to this issue is the question of the access 
regime for rail infrastructure, recently examined by the Canada Transportation Act Review Panel. 


2. Integration 


The advantages of a seamless, integrated transportation system are undeniable — both shippers and 
carriers benefit when their goods can be quickly and easily exchanged among modes. The public is better 
served when congestion, pollution and the need to expand or replace infrastructure can be avoided b y the 
use of inter-modal transportation. Integrated transportation requires extensive co-operation within 
industry, effective connections between modes, and supportive government policies and regulations. It 
also requires jurisdictions to work together to find common benefits from harmonizing the standards and 
rules whose inconsistencies serve as barriers to efficiency, safety or environmental protection. The vision 
of an integrated transportation system is more appealing than ever before, yet it continues to raise major 
challenges. Some components of Canada’s transportation network are congested while other links, such 
as the Great Lakes/St. Lawrence Seaway system, are not being used to their full potential. Given the high 
cost of building new transportation infrastructure, we need to seek ways to maximize the use of existing, 
under-utilized capacity. We also need to pay increased attention to our border crossings. Due to 
changing trade patterns, Canada’s transportation flow along the North-South axis has been growing at a 
significantly faster pace than our traditional East-West domestic flows. At current rates, commercial 
vehicle traffic at the Canada-U.S. border doubles every eight years. 


3. Urbanization 


Canada has become one of the most urbanized countries in the world — and the supporting transportation 
infrastructure has had difficulty keeping pace. At the same time, we are driving more cars and 
transporting more goods within and through our urban centres. The urban road network cannot keep up 
with this growing demand, and public transit systems are struggling to provide a viable alternative for 
moving people. Urban congestion affects the competitiveness of Canada’s major economic centres. 
Access to airports and ports, freight pick-up and delivery, and business activities are all compromised by 
congestion. The results are greater fuel consumption and additional emissions of air pollutants and 
greenhouse gases. Congestion also reduces the effectiveness of the transportation system by constraining 
the movement of goods and passengers within and through major urban centres. Given all these factors, 
one of the key challenges will be to make public transit more attractive. Additional challenges include 
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better management of existing infrastructure and of transportation demand, better integration of land use 
and transportation planning, and better co-ordination of both public and private sector actions. 


4. Rural and Remote Areas 


The national transportation system should be affordable and acce ssible, but the limited traffic base in 
rural and remote areas makes it difficult to sustain the costs of infrastructure and services. Policies and 
programs that work in our major cities may be less relevant in rural and remote communities. In recent 
years, the government has been mindful of this reality by preserving, for example, a direct management 
responsibility for selected remote ports and airports. It has also confirmed its long-term commitment to 
revitalizing passenger rail services, including to remote communities. The needs and viewpoints of 
Canadians living in rural and remote areas must continue to be taken into account when designing 
national programs or policies. 


5. Environment 


While transportation provides many economic and social benefits, the movement of people and goods also 
has significant environmental consequences. 
Environmental challenges such as the increased use of 
non-renewable resources, pollution, and the loss of Canada's areenhouse gas emissions 
agricultural land and wildlife habitat will shape the 
transportation agenda in the years to come. Furthermore, 
climatic and resource pressures will increase along with 
economic growth. For example, over the next 40 years, 
800 million more people worldwide are predicted to own 
cars. As illustrated in Figure 1, transportation is the single 
largest source of Canada’s greenhouse gas (GHG) 
emissions. If current trends continue, GHG emissions from 
transportation are expected to exceed 1990 levels by 

32 per cent in 2010, and by 53 per cent by 2020. Economic 
growth and population increases are leading to increased 
transportation activity, contributing to greenhouse gas 
trends. Also, the modes showing the greatest growth — 
private automobiles, trucking and aviation — have the i190 (Cioe7 E2000 2010 m2000 

greatest impact on the environment, primarily due to air Source: Transportation and Climate Change: Optiors for Action. Options 
emissions and land use. Exhaust emissions are also a major SSE IDET pn UNE Se Et Sale 
contributor to smog in urban areas, with many resulting health consequences. Another key challenge is to 
prevent or control the discharge of effluents and wastes that contaminate rivers, lakes, oceans, harbours 
and beaches and to prevent the introduction of non -native aquatic species through the discharge of ships’ 


ballast water. 
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Figure 2 - Road Casualty Collisions 


6. Safety and Security 


Safety and security are critical foundations 


upon which the general public’s confidence in ae 

the national transportation system is built. 100000 3000 

Safety improvements will require continued 50000 2900 Source: Transport Canada, 
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Transportation accidents in Canada are 
declining (Figures 2 and 3) and acts of unlawful 
interference have become less frequent worldwide — yet steady growth in the demand for transportation 
services, as well as new security threats, require that we remain vigilant. Traffic growth, particularly in 
road and air transportation, will challenge us to become increasingly innovative in order to reach new 
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safety and security targets. In co-operation with provinces and territories, a key focus should be road 
transportation. More than 

90 per cent of all Canadian 
transportation fatalities involve 
motor vehicles. Understanding and 1500 
dealing with human factors, the 
single largest contributor to 
transportation accidents, must also 
remain a priority. Safety objectives 


Figure 3 - Transportation Occurrences by Mode 
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ensure that equipment, personnel and 
carriers meet acceptable levels of 
safety and security. Common standards can facilitate trade and help respond to a fast-moving 
transportation-manufacturing industry that requires products to be certified before they are marketed. 


7. Accessibility 


Federal transportation policies need to be sensitive to the requirements of all Canadians, including those 
with disabilities who have difficulties accessing transportation services and infrastructure. Principles 
governing the provision of transportation services to persons with disabilities have been enshrined in 
legislation. As Canada’s population ages, a growing challenge for transportation service providers will 
be to respond to the significant and increasing proportion of Canadians with disabilities, so they can fully 
participate as members of our society. 


8. Innovation 


Co-ordinated, strategic approaches to transportation research and development (R&D) priorities are 
essential and will require the establishment of a wide range of partnerships with the private sector, 
provinces and academia in areas such as road safety, traffic management, human factors, and highway and 
border congestion. But R&D is not enough in and of itself. A key challenge will be to improve the 
marketability of Canadian transportation innovations both domestically and internationally. Intelligent 
Transportation Systems (ITS) enable transportation systems to perform better, without necessarily having 
to physically alter existing infrastructure. We are creating the framework and environment that will 
enable the transparent sharing and transfer of information between transportation agencies, jurisdictions 
and modes. Cross-cutting ITS communications systems could produce significant gains in improved 
location and mobility information, increased system efficiency and interoperability, and reduced energy 
consumption and emissions. The Government of Canada has challenged the private and public sectors to 
work together toward the goal of capturing five per cent of global e-commerce markets — conservatively 
estimated to be between $1.3 and $1.8 trillion U.S. dollars by 2003. The transportation sector plays a 
critical role in facilitating the expansion of e-commerce — it is the glue that binds supply and demand 
together. The fundamental reforms in transportation over the last decade have contributed to reducing 
costs and improving productivity in the sector. Looking forward, building capacity for innovation has the 
potential to set us apart from global competition and to meet many of the challenges facing Canada’s 
transportation sector. 
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9. Skills 


A highly innovative economy will require a highly skilled workforce that can respond to rapid changes in 
technology and new ways of doing business. Transportation innovations will require additional 
qualifications and multiple skills from transportation sector employees. At the same time, intense 
competition for the same skilled workers, combined with retirements, will challenge the sector to find 
innovative ways to attract, develop and retain its workforce. Already there are current and anticipated 
shortages in such skill-intensive occupations as certified pilots, truck drivers, civil engineers, researchers, 
certified mechanics and ships’ officers. Similarly, it will be critical to ensure that Transport Canada has 
the necessary skills to continue fulfilling its public-safety mandate. Our knowledge-based economy will 
increasingly emphasize continuous learning and learning organizations. 


& For more information on the Transportation Blueprint initiative, and to register comments on future 
directions for transportation policy in Canada, visit our web site at www.tc.gc.ca/blueprint. 


2.4 Review of the Canada Transportation Act 


On July 18, 2001, the Minister of Transport made public the final report of the Canada Transportation Act 
(CTA) Review Panel. Throughout the course of its tenure, which began in July 2000, the Review Panel 
received approximately 200 submissions from stakeholders, and undertook extensive detailed research. 
The panel produced a very comprehensive report, and it will take time for departmental officials to 
thoroughly review and address its recommendations. The conclusions contained in the panel’s report will 
be an important building block for the Transportation Blueprint initiative. 


& Further details on the CTA Review Panel report are provided on our web site at: 
www.tc.gc.ca/en/blueprint/ctareview.htm 


2.5 New Measures for Aviation Security 


In response to the attacks in the United States on September 11, 2001, the Minister of Transport 
announced that cockpit doors on all Canadian airline passenger flights, domestic and international, would 
be locked for the full duration of flights. Enhanced security measures were also introduced, such as 
increased police presence at major airports and increased passenger screening and security procedures, 
including more hand searches of baggage. Transport Canada will continue to review its safety and 
security rules and will make further changes as required to protect the safety and security of the travelling 
public. The department is also working with the U.S. Federal Aviation Administration and other 
authorities to improve the security aspects of cockpit design, particularly cockpit doors. 
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3.0 Departmental Performance 


3.1 Measuring the Advancement of our Strategic Objectives 


The advancement of Transport Canada’s strategic objectives depends on the performance of all four 
departmental business lines. Whether through the development of policies and legislation, or the 
delivery of programs and services, the work done within the business lines has an impact on each of 
our safety, economic and environmental objectives. Associated with each strategic objective are 
ultimate outcomes (key results) that we intend to measure over time as a means of providing 
evidence of our achievement of objectives. The ultimate outcomes can be mapped to one or more 
business lines, thereby providing the link between the business lines and the strategic objectives, 
and highlighting the business lines’ work in terms of primary and secondary contribution to 
objectives. 


Ensure high standards for a Contribute to Canada’s Protect the physical 
safe and secure economic growth and social environment 


transportation system development 


$414.4 million $488.6 million $12.7 million 


An integrated and inter-modal 
transportation system that is: 


e Environmentally 
sustainable transportation 
system for Canadians. 

e Reduction of greenhouse 
gas emissions and pollution 
from the transportation 
sector. 

e Prevention and mitigation 
of environmental damage 
from transportation 
activities. 


Protection of life, health, 

environment and 
property. 

e High confidence in the 

safety and security of our 

transportation system. 


e efficient, effective, viable, 
affordable and accessible; 

e responsive to users and to 
communities; and 

© competitive and harmonized, 

both domestically and 

internationally. 
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Programs and Divestiture (S) | Programs and Divestiture (P) Safety and Security (S) 
Safety and Security (S) 

Departmental Administration contributes indirectly to all strategic objectives 


1. The linking of our 2000-2001 net 
resource spending to the strategic 
objectives is based on a reasonable 
approximation, to provide the reader 
with a sense of the magnitude of 


Figure 4 - Resources by Strategic Objective 
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54% of outcomes. Note that Crown 
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3.2 An Overview of Departmental Spending 


Transport Canada’s gross spending for fiscal year 2000-2001 totalled $1.2 billion. Figure 5 
provides a breakdown of this spending by expenditure type and business line. 


Departmental operating costs represented the major portion (45 per cent) of total gross spending, 
with expenditures of $565 million. Of this amount, 58 per cent was spent on employee salaries and 
statutory benefits, while the 
balance was spent on other costs 
such as professional services 
related to informatics, training 


Figure 5 - Gross Spending by Expenditure Type 


: : Gross 
and education, and items such as cows 

; ea corporations operating 
travel, maintenance and utilities. 259/ 45% 
It should be noted that, although 
not reflected in the gross spending 
depicted in Figure 5, more than 
one-half of Transport Canada’s : : ; 

. ource: Iranspori 

operating costs were funded Transfer Capital caada : 
through the collection of payments 6% 


24% 


respendable revenues. Most of 
these revenues (70 per cent) resulted from airport authority lease and chattel payments (@” page 43 
for revenue details). 


Approximately $304 million, or 25 per cent, of gross spending was directed to the department’s 
three Crown corporations — VIA Rail, Marine Atlantic, and Jacques Cartier and Champlain Bridges 
(J these Crown corporations are described in the 2000-2001 Estimates Part I and II). 


A further $291 million, or 24 per cent, was spent on grants and contributions (transfer payments). 
Some of the more significant items included $47 million for the Northumberland Strait Crossing 
subsidy payment, $40 million for the Airports Capital Assistance Program, a $36 million one-time 
grant payment to the Province of Quebec related to the transfer of ferry facilities, a$23 million 
grant to the Province of British Columbia for freight and passenger ferry services, $12 million to 
Canadian National for the Victoria Bridge in Montreal, and $9 million for the Port Divestiture 
Fund. 


Transport Canada’s capital project spending involved $73 million, only 6 per cent, of total gross 
spending and involved various maintenance and environmental projects. 


More detailed financial tables and information on business line spending are provided in Section 4. 
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3.3 Performance Accomplishments by Strategic Objective 


The following sub-sections provide a summary of Transport Canada’s progress in achieving its 
strategic objectives. 


3.3.1 Ensure high standards for a safe and secure transportation system 


Ultimate Outcomes: 

e Protection of life, health, environment and property. 

e High confidence in the safety and security of our transportation 
system. 


Canada continues to have one of the safest transportation systems in the 
world — and the year 2000 was a success for transportation safety. 
Accident rates for 2000 continued to exhibit a downward trend, with 
decreases in the aviation, rail and marine sectors. In fact, the numbers 
of accidents in the aviation and marine modes are the lowest in the last 
25 years. And Transport Canada is doing its part to contribute to 
maintaining or improving that safety record through communication 
and education aimed at prevention, effective oversight and intervention, 
regulatory reform, promotion of a safety culture, and cost-beneficial research. 


A major development of the past decade is the strengthening of Transport Canada’s relationships 
with those it collaborates with to make safety and security happen — its provincial, territorial and 
municipal government partners, the people it regulates and the Canadian public. In particular, the 
department is working with other national governments to achieve greater harmonization of rules, 
and it is helping industry adopt safety management systems, build safety cultures, and plan and 
manage on the basis of identified and prioritized risks. 


Table 2 


Aviation 


Accidents were down 6 per cent from 1999, and 12 per cent from the five-year average. 

e The 63 fatalities in 2000 are below the five-year average of 81. 

e Private aircraft continue to represent the largest proportion of accidents (56 per cent in 

2000). 

e Over the last several decades, Canada’s road safety record has continued to improve 

steadily. 

e In 1999, there were 2,969 fatalities from motor vehicle accidents; while up marginally 

from the record low of 1998, this is the second lowest total in 44 years. 

e Roughly 18.7 per cent of all road fatalities involved collisions with commercial vehicles. 

e At 13.3 accidents per million train miles in 2000, the accident rate was down from 14.4 in 
1999 and 15.1 for the five-year average. 

e Rail crossing and trespassing fatalities in 2000 were 21 per cent lower than the average for 

the previous five-year period. 


Rail 


Marine e During the last decade, there has been a downward trend in the number of shipping 
accidents; on average, marine accidents have decreased by 8 per cent since 1990. 
e In 2000, there was a 16 per cent decrease in reported accidents from 1999, and a 21 per cent 
decrease from the 1995-1999 average. 
Security e There were no large-scale emergency situations in 2000. 


Transport e Accidents involving the transportation of dangerous goods are very infrequent given the fact 
of that there are 27 million shipments of dangerous goods per year and half a million products 
Dangerous that present hazards while being transported. 


Goods Dangerous goods caused two deaths and 42 injuries in 2000. 
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1. Prevention Strategies and Programs 


Transport Canada’s safety and security planning has emphasized strategies and programs that 
contribute to the prevention of accidents and incidents. The achievements of three of these 
strategies are described below. 


Rail Crossing and Trespassing Incidents 


The dangers of railway crossings and trespassing on railway property have been a long -standing 
concern. A multi-stakeholder partnership program, Direction 2006, was started in 1996 witha 
target of a 50 per cent reduction in the number of railway crossing collisions and trespassing 
incidents by 2006. With a departmental contribution of $500,000, increasing to $625,00 in each of 
the next two years, the department works with partners to deliver specific safety promotion 
activities. This partnership program 


Figure 6 - Crossing and Trespasser Accidents 
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other government departments and 500 
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safety. Crossing collisions and 


trespassing incidents have been reduced 
by 29 per cent and 38 per cent, 
respectively, since 1996 (see Figure 6). 

Direction 2006 research and TanegonAton eatery Boardaae 
development initiatives have generated 
significant financial contributions and in-kind services from partners; the leveraged benefit is 
currently about 3 to 1 (&” sub-section 4 on page 24). 


1995 1996 1997 1998 1999 2000 


| Crossing Collisions ® Trespassers 


There have been major improvements to the infrastructure at grade crossings (e.g., lights, gates, 
road approaches) as a result of the financial incentives provided by Transport Canada through the 
Grade Crossing Improvement Program ($7.5 million annually). 


Through the Operation Lifesaver program, which we fund ($200,000 annually) jointly with the 
Railway Association of Canada, we have increased public awareness of the dangers associated with 
rail grade crossings. With the help of our partners — railway and community police forces, 
provincial safety councils and leagues, unions, community groups and associations — we reach 

1.4 million Canadians annually through presentations in schools, malls, fairs and other events. 


For further information: 
@ Call us toll-free at 1-888-267-7704 
& Visit our web site at www.direction2006.com 


Road Collisions 


Road collisions continue to account for more than 90 per cent of all transportation-related deaths, 
with an associated cost in excess of $10 billion annually. We know that 75 per cent of road 
fatalities are vehicle occupants. Roughly 40 per cent are unbelted occupants, and 50 per cent occur 
on rural roads with speed limits of 80-90 km/h. Alcohol is a factor in 40 per cent of motor vehicle 
fatalities. Our Road Safety Vision 2001/2010 initiative addresses these and other risk factors. It 
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has an overall target of reducing by 30 per cent the average number of fatalities and serious injuries 
during the period 2008-2010, compared to the 1996-2001 average. 


For 1999 (latest available data), Canada was ranked ninth in road safety among the Organization 
for Economic Co-operation and Development (OECD) countries. We have the knowledge to 
substantially reduce road fatalities, but we need to do more if we are to keep pace with progress in 
other developed countries. The safety of Canada’s roads is overseen by many different 
jurisdictions — particularly the provinces — and is strongly affected by behaviour outside the 
direct control of the department. Therefore, one of the ways Transport Canada can do more is 
through an initiative such as Vision 2001/2010, which is based on collaboration with all levels of 
government and key public and 
private sector stakeholders. Figure 7 - Casualty Collisions in Road Transportation 


As the following trends 480000 
demonstrate, travel on Canadian 470000 


—m— Number of 


roads is safer today than in 1996 collisions 
when Vision 2001/2010 was Het if) onder 
officially launched (see Figure 7). 150000 — 

Some of the significant 140000 

contributions to road safety: 430000 


Source; 
+ 1994 1995 1996 1997 1998 1999 Miapepors Canada 
e The number of road fatalities 


decreased by 4 per cent, and 
the number seriously injured decreased by 1 3 per cent, despite steady increases in the number 
of drivers and vehicles. 

e Canada’s level of road safety, as measured by “deaths per registered motor vehicle”, improved 
by 10 per cent. 

e Seat belt use by Canadians, already ranked among the highest in the world, increased from 
almost 89 per cent to 90 per cent. 

e The percentage of fatally injured drivers who had been drinking decreased by 27 per cent in 
1999 from the 1990-1995 average. 


For further information: 
@ Call us toll-free at 1-800-333-0371 


&\ Visit our web site at www.tc.gc.ca/roadsafety or e-mail us at RoadSafetyWebMail @tc.gc.ca 
Civil Aviation 


Implementation of Transport Canada’s Flight 2005: A Civil Aviation Safety Framework for Canada 
has resulted in two key successes: continued improvement on the high rate of aviation safety in 
Canada and a high level of public confidence in our civil aviation program. 


Initiatives linked to these key results are profiled in the companion Flight 2005 Implementation 
Plan. Noted below are successes stemming from initiatives that highlight the department’s 
commitment to collaboration and consultation with the aviation industry and the importance placed 
on safety management. 


e Transport Canada and the aviation industry are changing the way that professional pilots are 
trained in Canada. The changes are inspired by a determination to maintain high safety 
standards in pilot training as well as the deployment of instructional system design tools that 
has made Canada a world leader in pilot training. 


e A stronger safety culture has evolved as the Civil Aviation organization is finding early success 
in implementing safety management systems (SMS) in industry, mainly through education on 
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its concepts and requirements. This includes the publication of the brochure /ntroduction to 
Safety Management Systems that provides guidance on safety management principles and 
concepts. 


e Record attendance and strong industry representation at the annual 2001 Canadian Aviation 
Safety Seminar (CASS) firmly establishes that forum as the primary means of promoting a 
stronger safety culture amongst stakeholders. The joint NAV CANADA/Transport Canada 
Safety through Partnership Conference is another important indicator of an improved and 
evolving safety culture. 


For further information: 
@® Call us toll-free at 1-800-305-2059 
& Visit our web site at www.tc.gc.ca/aviation 


2. Regulatory Reform 


Government-wide reforms coupled with Transport Canada’s withdrawal from direct service 
delivery have led the department to review and modernize its safety and security regulatory regime. 
The reform has focused on both the content of legislation and regulations, as well as the process by 
which they are created. There is now greater harmonization with other jurisdictions, simplified 
structure and language, fewer prescriptive regulations and an increased emphasis on performance- 
based regulations and implementation of SMS by the transportation industry. 


The process has also improved. Transport Canada has effective safety consultation committees for 
all modes and is at the forefront in obtaining Cabinet approval to consult on draft legislation. The 
Privy Council Office confirmed in a government-wide review that Transport Canada has a strong 
consultation process with several best practices. An internal evaluation found a high level of 
stakeholder satisfaction with safety consultation committees in the air and marine modes. 


The Civil Aviation Tribunal (CAT) is an independent, quasi-judicial body established to review 
administrative enforcement decisions taken under the Aeronautics Act. From a caseload of 350 
cases, the CAT has successfully resolved 241 cases during fiscal year 2000-01. Both the industry 
and Transport Canada considers the CAT to be a “regulatory best practice”. As a result, draft 
legislation has been proposed that will transform the CAT into a multi-modal tribunal, the 
Transportation Appeal Tribunal of Canada (TATC), so that the enforcement review processes 
available to the aviation sector will also be available to the marine and rail sectors. 


Recent legislative and regulatory progress has provided the following benefits: 


e Railway companies’ responsibility for integrating safety into day-to-day operations to build 
strong safety cultures has been reinforced by the new regulatory requirement for SMS. In 2000, 
educational and inspector training materials and courses were designed and distributed to rail 
safety inspectors across Canada; evaluation from inspectors was positive. SMS audit training 
is now mandatory for all rail safety inspectors. 


e The provinces’ application of the National Safety Code for Motor Carriers is now more 
consistent and complete. There is a national framework, including standards, for provincial 
regulation of extra-provincial truck and bus operators that is based on safety performance. 
This has been achieved through amendments to the Motor Vehicle Transport Act, 1987, which 
received Royal Assent in June 2001. 


e Legislation governing marine transportation safety was developed through exhaustive 
consultation that reflects new technologies and is consistent with revised domestic and 
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international standards. The Canada Shipping Act 2001 is expected to receive Royal Assent in 
fall 2001. 


e Simplified, “clear language” Transportation of Dangerous Goods Regulations, which were 
developed with considerable stakeholder input, have been published and will come into force 
in 2002. 


3. Oversight and Intervention 


For the past several years, Transport Canada has been supporting various sectors of the 
transportation industry in their efforts to build a strong safety corporate culture of their own, and to 
accept that they have the primary responsibility for delivering safe products and services. 


There are approximately 1,400 Transport Canada inspectors performing oversight functions across 
the country, including administering, monitoring, training, inspecting, and enforcing. The service 
ethic concerning our certification, application and licensing processes is now well entrenched, with 
efforts to streamline and simplify wherever possible. The department continues to evaluate its 
monitoring, inspection and enforcement activities to increase effectiveness and target resources in 
the areas where they can have the most impact on behaviour. Efforts to improve the e ffectiveness 
of our interventions have also resulted in an expansion of the administrative enforcement tools and 
approaches available to inspectors to achieve compliance. The development of performance 
indicators to determine the effectiveness of our oversight functions, although challenging, is 
proceeding through the review of our data resources and needs. 


A sample of results and targeted oversight activities during 2000-2001 include: 
Rail 


In rail, a greater than 50 per cent reduction in the rate of switch-related incidents/accidents was 
achieved after the department issued an emergency directive and introduced formalized audit 
processes for railway equipment. This intervention, and the accompanying focus of industry and 
inspectors, addressed rail accidents and incidents resulting from trains passing at high speed over 
switches left in the reverse position. There had been approximately two incidents/accidents per 
month prior to the directive. 


Road 


The year 2000 was a record for recall campaigns (314) in the road sector. Thirty recalls, affecting 
563,549 vehicles, were directly influenced by Transport Canada’s activities. There is no single 
reason for this many recalls, but as the number and complexity of vehicles steadily increase, so do 
the components and systems that can fail. In 2000, the most publicized recall involved 248,000 
tires. In addition, 200,000 vehicles were recalled for a problem with the spare tire winch system, 
180,000 minivans were recalled to prevent the leakage of gasoline from high-pressure fuel rails 
onto the engine, and 4,442 school buses were recalled to replace the electronic control module in 
their ABS braking system. 


As part of an intervention strategy to reduce the number of stolen cars imported into Canada for the 
purpose of dismantling, and to deal with related financial, criminal and safety issues, the 
department implemented a program to register and monitor wrecked vehicles imported from the 
United States. 
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Air 


Transport Canada received a positive assessment of its civil aviation oversight system from the 
International Civil Aviation Organization (ICAO). An ICAO audit conducted in August 2000 
found that “Canada has established an effective and efficient oversight system”. The audit 
report is available on our web site at www.tc.gc.ca/aviation/INTERNTL/ICAO/TOC.htm. 


One effective aviation intervention is the electronic publication of the names of aviation corporate 
regulatory offenders, a measure that promotes the development of a strong safety culture in the 
people being regulated. Another is the introduction of a new set of commercial pilot training 
courses that blend instructional design elements with new safety management principles. 


The Safety of Air Taxi Operations Task Force established in 1996 resulted in 71 recommendations 
that Transport Canada and the aviation industry have been implementing. As a result, the number 
of fixed wing air taxi accidents has dropped from 94 in 1998 to 63 in 2000, a 33 per cent reduction. 


Marine 


In the marine sector, Transport Canada’s Port State Control Officers have had a positive impact on 
the quality of foreign flagged ships entering Canadian ports. Of 1,070 foreign flagged ships 
inspected in 2000, 54 per cent (583) were found to be deficient and 10 per cent (103) had 
deficiencies serious enough to warrant detention. The 103 detentions represent a downward trend 
in recent years — from 142 in 1998 and 125 in 1999 — with this trend more apparent on the east 
coast. The small but significant reduction in the number of bulk carrier detentions is particularly 
noteworthy because they are high-risk vessels specifically targeted by the department’s bulk carrier 
inspection regime. 


Devolved Entities 


While Transport Canada is no longer the direct provider of many transportation services, it 
continues to have a strong safety oversight role. Accountability frameworks ranging from 
agreements to new regulatory requirements (as in the case of air navigation) have been developed 
with devolved entities to allow the department to meet its legislative responsibilities for 
transportation safety and security. The frameworks result in the mutual understanding of expected 
results, set out Transport Canada’s follow-up and monitoring requirements, and lead devolved 
entities to better appreciate their safety responsibilities and the requirement for a strong safety 
culture. 


During 2000-2001, a series of safety and security regulations, standards and policies were 
introduced for aerodromes, airports and air navigation services. Both ICAO and the U.S. Federal 
Aviation Administration recognize our new heliport certification standards as an international best 
practice. New regulations and standards for airport emergency planning and airport wildlife 
management mean better enforcement and lower risks. 


4. Research and Development 


Transport Canada’s Research and Development (R&D) program enhances the department's 
scientific and technological capability, contributes to its strategic objectives, and promotes 
innovation in transportation. The program includes many long-term collaborative initiatives, both 
nationally and internationally, with other federal government departments, the provinces and 
industry. Total investment in the transportation science and technology program currently rests at 
approximately $13.3 million, which includes financial leverage of $6.7 million from external 
sources (just over half the value of the program). Two of our many R&D initiatives are described 
below. 
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Highway-Railway Grade Crossing Research 


This initiative, begun in 1999, has increased the safety of highway-railway grade crossings through 
the development of effective, low-cost warning systems. The department’s increased emphasis on 
collaborating with the U.S. government and railroad association, and participating in workshops 
and conferences, has improved the Canadian rail industry’s awareness of and support for new 
safety practices. Departmental funding for the four-year research program totals $1 million; the 
contributions from Canadian railways and other program partners have increased this sum 
substantially and further funding from stakeholders is expected. 


Multi-Modal Transportation Fatigue and Human Factor Research 


Transport Canada has long recognized the importance of understanding human factors in 
transportation safety and taking steps to counteract operator fatigue. Since human error is a factor 
in 70 to 90 per cent of transportation accidents, R&D programs have been directed at making 
people aware of their vulnerability to error and assisting organizations to adopt counter-measures. 
Such measures prevent error or ensure that smaller errors do not compound and result in major 
accidents. Since the late eighties, the department has taken a lead role in transportation human 
factors research in Canada, focusing on commercial vehicle drivers, marine and airline pilots, air 
traffic controllers, and ships’ crews. It has conducted studies and participated with national, 
provincial, and U.S. authorities, industry, and research organizations. Results of recent work 
include the development of in-flight fatigue self-tests for airline pilots (part of ongoing work to 
collect data and develop countermeasures); a compendium of best practices for fatigue and human 
factor counter-measures in all modes; recommendations to assist the review of Canadian Crewing 
Regulations; and the development of an aviation workshop entitled “Human Performance in 
Aviation Maintenance” designed to guide companies in implementing human factors training 
programs. 
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3.3.2 Contribute to Canada’s economic growth and social development 


Ultimate Outcomes: 

A transportation system that is: 

e efficient, effective, viable, affordable and accessible; 

e responsive to users and to communities; and 

¢ competitive and harmonized, both domestically and internationally. 


With export trade accounting for almost 50 per cent of the economy, 
transportation is critical to Canada’s international competitiveness. Federal 
transportation policy seeks to foster viable and efficient transportation services 
based on competition, commercial discipline and market forces, wherever 
possible. This focus has led to a reduced burden on taxpayers — by 2000- 
2001, total federal subsidies, grants and contributions to transportation were 
$600 million, half of what they were in the mid-1990s. 


A new era in the Government of Canada’s relationship with the transportation 
industry started with economic deregulation in the mid-1980s. It continued 
into the 1990s with government withdrawal from transportation operations, 
such as airports, ports and the air navigation system. The recent major 
accomplishments and challenges associated with this transformation are set 
out, by mode, below. 


1. Canada’s Rail Industry 


The Canada Transportation Act has fostered a short-line rail industry that 

meets local needs by facilitating the transfer, as opposed to the abandonment, 
of many under-used branch lines from CN and CPR (Class | railways) to short line operations 
(Class 2 railways). As illustrated in Figure 8, the overall size of the Canadian rail network has 
changed only marginally since the beginning of restructuring. However, Class 1 railways have 
reduced the size of their 
network, while Class 2 railways | poute-km 
have grown to account for 


Figure 8 - Canadian Rail Network Restructuring 
1990-2000 
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favourable to rail sector 10000 -- 
productivity improvements and Oe 1 
freight rate reductions through 
the National Transportation 
Act (1987) and the Canada 
Transportation Act (1996), the removal of transportation subsidies, and the privatization of CN in 
1995. Today, Canadian railways remain among the top performance railways in North America, 
with operating ratios (operating costs/revenues) of 69.6 per cent for CN and 76.9 per cent for CPR. 
This strong performance continued into 2000 despite a weakening economy in the last quarter and 
high fuel costs. Price performance of CN and CPR has allowed shippers’ rail freight costs to be 
reduced by an estimated $530 million since 1994 as a result of an average annual decline in rates of 
0.8 per cent in nominal terms, or 2.3 per cent in real terms. 


9S Source: 
CS Transport Canada 


S Y ‘ © % 
SS S 9} eS Ss 
S S S S S 


£ 


Following public reviews in the late 1990s, measures are being implemented to increase 
efficiencies, cut costs, and move to a more commercial, contract-based grain handling and 
transportation system. Measures include a cap on the annual grain revenues earned by railway 
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companies and amendments to the Canada Transportation Act to facilitate short-lines. 
Government is assessing the benefits to farmers, impact on the Canadian Wheat Board mandate, 
effect on grain handling efficiency, and overall performance of the grain handling and 
transportation system through an independent, private sector, third-party monitoring mechanism. 


The government is investing in passenger rail as an environmentally sustainable alternative to other forms of 
passenger transport. Over the next five years, VIA Rail will be provided with $401 million for capital 
improvements. VIA will monitor and report on the impact of this investment on service quality, efficiency, 
safety, the environment and financial viability. The Minister of Transport is also examining the possibility of 
franchising select regional passenger services to maintain or improve service to communities without 
additional federal investment. In addition to the VIA services, the government provides an annual subsidy in 
excess of $6 million to support three other passenger rail services. These include services between Toronto 
and North Bay, Ontario; Sault Ste. Marie and Hearst, Ontario; and Sept Iles, Quebec, Schefferville, Quebec 
and Labrador City, Newfoundland. 


2. Canada’s Air Transportation Industry 


In response to the chronic financial difficulties faced by Canadian Airlines International and the 
emergence of Air Canada as the single major domestic air carrier, Transport Canada worked to 
minimize the impact of airline restructuring on communities, the travelling public and airline 
employees and their families. Through the Airline Restructuring Act, the Government of Canada 
established the groundwork for the creation of a more stable domestic air market, while taking 
steps to protect the public from non-competitive pricing, maintain service to small communities 
affected by the restructuring, and foster competition. Canadian ownership and control of the 
domestic air industry was reaffirmed. Commitments were also obtained from Air Canada 
respecting the treatment of the unionized employees affected by the acquisition of Canadian 
Airlines. 


Table 3 
As shown in Table 3, several new routes were added ; : 
pete A A f y New Direct Non-Stop Domestic 
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realignment of domestic capacity by Air Canada, low- Me 
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the public feel that airline restructuring has not mR ante Citty 3 aa ois 
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inspections and go directly to U.S. Customs before Montreal Windsor | Air Canada/ Air Ontario 
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oe 2 7 - Ottawa Toronto 5 Royal 
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other countries. This intransit preclearance program has 
been formally implemented in Vancouver, and will be i 1S te 

extended to Toronto, Montreal and Calgary once Note: CANUET and ROYAL flights have since been taken over by CANADA 3000 
facilities and other arrangements are in place, and eventually to other interested airports as well. 
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Transport Canada’s airport divestiture program has successfully achieved the benefits that were 
expected. At the end of June 2001, all but one of Canada’s 26 largest airports — those that make 
up the National Airports System (NAS) — are now managed by self-sufficient, locally accountable 
entities that are meeting the needs of a growing air travel market largely without taxpayer 
assistance. Canada’s airport divestiture initiative is one of the most successful commercialization 
undertakings in the world. With more than $5 billion invested in airport capital projects to date, 
airport authorities have expanded rapidly, providing an improved level of service to the travelling 
public and generating significant economic activity in many regions. An additional $5 to $7 billion 
investment is planned before 2010. 


The findings of a public survey conducted in 2001 suggest that the anticipated beneficial effects of 
airport transfers were well founded. A majority of respondents believe that restaurants, shops, 
decor, security screening, parking, road access, taxis, public transit and overall efficiency have 
either improved or stayed the same compared with five years ago. 


The department is now developing a Canada Airports Act, which will clarify the responsibilities of 
government and local airport authorities, and set down the requirements respecting governance, 
accountability, transparency, and economic oversight. As the Government of Canada has retained 
ownership of the land and other assets of the NAS airports, it has also developed an enhanced new 
lease monitoring process. 


For most of the other airports that were owned and operated by Transport Canada, the intent has 
been to divest both the management and the ownership. In this endeavour, too, the department has 
been successful — only 16 of these 110 airports remain to be divested or transferred. The schedule 
for divesting these last few airports has generally been subject to delays in community approvals 
and the need to take into account Aboriginal land claims and provincial concerns. 


There has been a substantial reduction in taxpayers’ burden — Transport Canada’s gross costs in 
support of airports are now approximately $300 million less than when divestiture began 
(see Figure 9). Under 


the Airports Capital Figure 9 - Transport Canada's Gross Costs 
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reduction. Since 
1995, ACAP has 
assisted 114 airports with 196 projects totalling almost $120 million (these figures as at 
March 31, 2001). A program evaluation completed in 2000 concluded that ACAP had met its 
objectives and, to this end, the program has been extended through to 2005. 


The 1996 transfer of the air navigation system to NAV CANADA, a not-for-profit corporation, can 
be called a major success story. Since that time, the corporation has increased the number o f air 
traffic controllers and undertaken substantial improvements to the air navigation system, while 
maintaining reasonable user fees, including reductions in both 1999 and 2000 that saved aircraft 
operators approximately $50 million annually. 
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3. Canada’s Marine Industry 


As a result of the implementation of the National Marine Policy, including the major initiative to 
divest regional/local ports, gross costs to support Transport Canada’s ports have been reduced by 
$112 million over the past five years. As of July 2001, the divestiture of regional/local ports was 
almost 75 per cent complete, with 406 of 549 port sites removed from the department’s inventory. 
The divestiture of these ports to communities and other interested local groups has given decision- 
making responsibility to those best placed to gauge local requirements. There have been some 
unexpected delays, such as First Nations’ claims and litigation, and provincial resistance to the 
divestiture program. 


As of May 2001, nineteen of Canada’s major ports — those most vital to the economy — are being 
independently managed by Canada 
Port Authorities (CPAs). Table 4 


Table 4 - Financial Results of Major Ports, 1995-1999 


shows that, collectively, the (Millions of dollars) 

revenues from these ports exceeded 1995 1996 1997 1998 1999 
the expenses from 1995 to 1999. Revenues 279.7 285.9 296.8 287.2 240.0 
Most are now showing positive net Expenses 231.4 226.3 235.6 227.0 212.1 
incomes and steady revenue growth. Operating Income 48.3 59.6 61.2 60.2 27.9 
It appears that, in most cases, ports Ratio (per cent) 82.7 79.2 79.4 79.0 88.4 
are meeting or exceeding Net Income 41.7 36.2 44.5 28.1 36.0 
expectations. By operating at arm’s 

Notes: Figures for 1999 include all ports with CPA status as of December 31, 1999. They do not include the 6 major 

length from government, CPAs have ports that were not considered CPAs at that time 


greater commercial freedom and Figures for 1995 to 1998 include totals for Canada Ports and Harbour Commissions 
5 . Port Financial Statement; Port Corporations and Port Property; Transport Canada 

provide users and local interests 

with a greater role in day-to-day operations and future direction and development. 


Canada’s ports preferred a closer association with the federal government than could be attained 
through the kind of leases used for airport transfers. The CPAs were therefore established using 
Letters Patent that, among other things, require payment of a gross revenue charge and approval of 
CPA real property transactions. While the Canada Marine Act (CMA) appears to be working well, 
there are elements that may need to be reviewed to further strengthen efficiency. For example, the 
approval process for land transactions is an issue that could be addressed in the CMA review 
required by 2003. 


Also as a result of the CMA, in October 1998, responsibility for the operations and maintenance of 
navigation aspects of the Canadian portion of the St. Lawrence Seaway was placed under the 

St. Lawrence Seaway Management Corporation (SLSMC), a not-for-profit entity established by 
Seaway users and other interests. A 1.5 per cent toll rebate for the 2001 navigation season is being 
implemented by SLSMC. This rebate is possible because of the positive financial position of the 
SLSMC; since 1998 it has been able to better the cost targets in its management agreement with the 
federal government by a total of $8.5 million. 


4. Canada’s Road Infrastructure 


Highways carry 75 per cent of the nation’s freight and are responsible for 90 per cent of all inter- 
city travel. They are essential to the country’s economic growth and social development. 
Transport Canada has contributed over the years to provincial and territorial highway construction 
through a series of cost-sharing agreements. Last year, $66.2 million was provided to 
Newfoundland, Nova Scotia, New Brunswick, Prince Edward Island and Quebec for major capital 
improvements intended to strengthen the transportation system and, where identified by provinces, 
improve safety and increase capacity. In addition, $35 million was invested in Montreal bridge 
projects related to the St. Lawrence Seaway. 
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The new Strategic Highway Infrastructure Program (SHIP) is providing $500 million between 2002 
and 2006 for strategic improvements to the National Highway System, and $100 million for 
national system integration initiatives such as land border crossings, transportation planning, modal 
integration studies, and Intelligent Transportation Systems. Transport Canada has a comprehensive 
plan for monitoring SHIP performance that includes indicators and data sources for results such as 
funding recipient compliance with agreements, application of national construction standards, 
information exchange, transportation efficiencies, safety and environmental sustainability. 


The Intelligent Transportation Systems (ITS) Plan is stimulating the development and deployment 
of systems that maximize the use and efficiency of existing transportation infrastructure and meet 
future mobility needs in a responsible manner. As an important first step in accelerating the 
deployment, integration and interoperability of ITS in Canada, $3 million in federal funding is 
being allocated to 19 cost-shared projects over a two-year period, ending in March 2002. In 
addition, Transport Canada has developed ITS architecture that is compatible nationally and within 
North America. Through the SHIP, the Government of Canada is accelerating ITS deployment by 
allocating approximately $30 million over five years. In October 2000, a Memorandum of Co- 
operation was signed between the U.S. and Canada on surface transportation matters, with 
emphasis on border crossings and ITS. The department has issued a second call for proposals for 
ITS deployment and integration initiatives. 
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3.3.3 Protect the physical environment 


Ultimate Outcomes: 

e Environmentally sustainable transportation system 
for Canadians. 

e Reduction of greenhouse gas emissions and 
pollution from the transportation sector. 

e Prevention and mitigation of environmental damage 
from transportation activities. 


The transportation system is vital to the lives of 
Canadians and to the Canadian economy — it moves 
the goods we need, gets us to work, takes us on a 
holiday, and connects us with our families and friends. 
More and more, Canadians are expecting the 
transportation system to perform in ways that reduce 
human health impacts and that are more 
environmentally responsible. 


Three major environmental issues are facing the transportation sector: climate change, air quality, 
and the overall sustainability of the transportation system. The challenges in addressing these 
issues are heightened by some transportation trends. For example, growth in automobile, trucking, 
and aviation use is causing more emissions of harmful substances, which results in increased 
incidences of smog and greater emissions of greenhouse gases (GHGs). Due to a lag in the 
provision of roadway infrastructure and/or reliable alternative transportation including public 

transit in response to demand, congestion is occurring on a regular basis in our urban centres, 
which increases emissions beyond what might be expected from simply adding more vehicles to the 
roadway. 


For further information on transportation and the environment: 

&\ Visit our web site at www.tc.gc.ca/envaffairs/english/UNCSD9_ April23_01.htm for Sustainable 
Transportation: The Canadian Context 

(J See Chapter 5 in our Annual Report, Transportation in Canada 2000 


1. Climate Change 


As co-sponsor and co-chair of the Transportation Table on Climate Change, Transport Canada 
worked with industry, non-government organizations, and all levels of government to analyze 
options for reducing greenhouse gas emissions (GHG) in the transportation sector. Transportation 
is the single largest source of GHG emissions in Canada, accounting for about 25 per cent of total 
GHG emissions. If current trends continue, GHG emissions from transportation are expected to 
exceed 1990 levels by 32 per cent in 2010 and 53 per cent by 2020. If Canada ratifies the Kyoto 
Protocol negotiated under the United Nations Framework Convention on Climate Change 
(UNFCC), it would agree to reduce total GHG emissions to six per cent below 1990 levels during 
the five-year period from 2008 to 2012. 


The Government of Canada’s contribution to the National Implementation Strategy on Climate 
Change was announced in October 2000 in the Government of Canada Action Plan 2000 on 
Climate Change. The plan’s transportation sector strategy is based on five elements — fuel 
efficiency, new fuels, fuel-cell vehicles, freight transportation, and urban transportation — and 
when fully implemented will take Canada one-third of the way to achieving its Kyoto target. 


In 1998-1999, Transport Canada’s operations accounted for approximately 70 kilotonnes of carbon 
dioxide equivalent emissions. As part of a house-in-order initiative, Transport Canada committed 


Page 27 — Transport Canada 


to curbing GHG emissions from its own operations to 4 per cent below 1998 levels by 2010. The 
department intends to meet this target through GHG reductions in its marine and vehicles fleets. 
Reductions in the department’s share of GHG emissions are also expected from other initiatives 
aimed at reducing air pollution and energy use. & More information on climate change is 
available on our web site at www.tc.gc.ca/envaffairs/english/climatechange/ttable. 


2. Air Pollution 


Smog contributes to a wide range of health risks, including impaired lung function, respiratory 
infection, asthma attacks and premature deaths. In fact, Health Canada estimates that approximately 
5,000 premature deaths can be attributed to air pollution annually in Canada. Emissions caused by 
transportation activities contribute substantially to the formation of smog, particularly in urban 
areas. Recognizing the need to reduce smog levels, Transport Canada was involved in negotiations 
that, in December 2000, saw Canada and the United States bring into force the Ozone Annex to the 
1991 Canada-United States Air Quality Agreement. The Ozone Annex commits both countries to 
significantly reduce the creation of nitrogen oxides (NOx) and volatile organic compounds (VOCs) 
in Ontario, Quebec and the northeastern and mid-western United States. 


Through vehicle emission inspection clinics 
conducted across Canada in 2000, Transport Canada 
and Environment Canada tested 2,690 vehicles. The 
primary objective of the clinics is to raise awareness 
of on-road vehicles’ contribution to smog-causing 
emissions. 


For a number of years, Transport Canada has been 
partnering with Canadian airports to study airport 
air quality. The department’s mobile air monitoring 
vehicle is available to airport authorities with an 
interest in air quality modelling. Since the early 
1980’s this vehicle has been used to collect data for 
over a dozen studies, and is currently being used at 
Dorval Airport, Quebec. Airports use the data to 
identify problematic air emission sources, after 
which mitigation plans can be developed. The data 
also serve to improve the department’s 
understanding of how airport operations impact air 
quality. 


Transport Canada is also undertaking many initiatives to help reduce its own air emissions. For 
example, the department contributed to cleaner air by adding alternative fuel vehicles to its own 
motor vehicle fleet. As of December 2000, the department owned 55 alternative fuel vehicles. In 
fact, in 1999-2000, Transport Canada was the highest purchaser of alternative-fuel vehicles among 
Schedule I departments (as per the Financial Administration Act), and third highest across the 
entire federal government, with 22 vehicles added or replaced in the fleet. 


3. Environmental Assessment 


In 2000, Transport Canada conducted 137 environmental assessments pursuant to the Canadian 
Environmental Assessment Act (CEAA) to identify the potential positive and negative 
environmental effects of a proposed project. In accordance with the CEAA, the department screens 
projects for their environmental impacts and, based on the findings, will determine whether to 
proceed with the project and how to mitigate potential negative environmental effects. 
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4. Site Remediation 


The departmental contaminated site management database was completed in 2000 and contains 
information on 532 sites; of these, 482 sites have been assessed and are known to be contaminated, 
and 50 are suspected of being contaminated. Our Contaminated Site Management Program and 
management policy requires all contaminated sites on Transport Canada lands to be identified, 
classified, managed and recorded in a consistent manner. For example, remediation of the 
Gloucester Landfill continued last year at an annual cost of $780,000. 


Classification allows the department to determine the appropriate management method for the site. 
Over the past year, we classified 130 additional sites according to type, bringing the total number 
of classified sites to 245. The department has an aquatic site classification system to classify its 
aquatic sites. Any contaminated sites found in the future will be classified upon identification. 
We’ ve also launched an environmental monitoring program for leased properties, and results will 
be available during 2001 -2002. 


5. Sustainable Development Strategy 


An internal assessment in March 2000 of Transport Canada’s progress in implementing its first 
Sustainable Development Strategy (SDS) revealed that significant action had been taken on 
approximately 85 per cent of the 47 commitments (Table 5 refers). The department’s first SDS, 
which was tabled in Parliament in December 1997, identified eight strategic challenges aimed at 
fostering a sustainable transportation system that was safe, efficient, and environmentally sound for 
Canada’s present and future generations. Many of the SDS accomplishments to date have 
established the groundwork necessary to support the achievement of longer-term objectives. 


Table 5 
Status of Transport Canada’s (first) SDS — as at March 2000 
Work-in- WIP behind 
Challenge’ Commitments On-going Complete progress (WIP) original 
schedule 
l LZ 9 1 | 1 
2 5 5) 0 0 0 
3 6 l 4 l 0 
4 6 4 1 ] 0 
5 3) 0 l 0 2 
6 6 1 i 1 3 
a 5 2. l l 1 
8 4 4 0 0 0 
Total. 47 26 9 5 2 
Percentage 55% 19% 11% 15% 


1. The eight challenges are described below. 


It should be noted that overall departmental performance against the first SDS is difficult to 
measure since performance indicators were not developed for the majority of the challenges and 
commitments. The department did, however, make considerable strides in developing its 
performance measurement framework for its second strategy (2001-2003), and work on both the 
SDS challenges and the sustainable transportation indicators is continuing. 


Some of the accomplishments achieved last year through Transport Canada’s SDS are presented 
below. & More details on the assessment of our SDS are available on our web site at 
www.tc.gc.ca/envaffairs/english/sustainability/mmen.htm. 
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Challenge 1 — Minimize the risk of environmental damage from transportation accidents 


Safety and environmental awareness continued to be promoted through the delivery of the 
Emergency Response Assistance Plan (ERAP) Program. Sixty new plans were reviewed and 
registered by Transport Canada during fiscal year 2000-01, and fifty-two existing plans were 
subjected to a comprehensive technical assessment and granted indefinite approval. The plans are 
designed to assist at major transportation accidents involving dangerous goods by providing access 
to expert knowledge and specialized equipment from the private sector, thereby preventing and 
mitigating environmental damages. 


Challenge 2 — Promote “greening” of operations in the transportation sector 


Table 6 illustrates Transport Canada’s success in implementing its Environmental Management 
System (EMS), with seven of the nine targets for 2000 having been achieved (not including 
Target 3, which must be met by 2003). Two of the targets — water consumption and hazardous 
waste reduction — were revised to reflect a more practical approach. In developing Transport 
Canada’s second SDS, an EMS management review was carried out and, as a result, six new 
departmental objectives and targets have now been set. & Our EMS Annual Report provides 
further details on the objectives and targets established in 1997, and also details the successes and 
progress made in implementing the ISO 14000 framework throughout the department. It is 
available on our web site at www.tc.gc.ca/envaffairs/english/ems/EMS2000/english.html. 


Table 6 
EMS Target t 
1. Water Consumption Revised 
5% reduction by 2000 Collection of water use data not cost-effective 
2. Energy Consumption Completed 
5% reduction by 2000 Baseline established for 1998-99 and reductions achieved 
3. Contaminated Sites Work in progress 
100% identification and Identification complete 
management by 2003 
4. Non-hazardous Waste Completed 
10% reduction by 2000 Implemented at office facilities 
5. Hazardous Waste Revised 
10% reduction by 2000 Awaiting Environment Canada regulations on hazardous waste 
6. PCBs Completed 
Destruction by 2000 100% destruction 
7. Storage Tanks Completed 
Registration and upgrade by 100% tank registration and upgrade consistent with regulations 
2000 pursuant to the Canadian Environmental Protection Act 
8. Ozone-depleting Substances Completed 
Inventory by 1997 Inventory is on-line 
9. Water Monitoring Work in progress 
Monitoring at all sites by Annual monitoring reports compiled from Transport Canada 
2000 airport data 
10. Environmental Emergency Work in progress 
Plans Plans in place at Transport Canada airports 


Plans at all sites by 1999 


Transport Canada participated in the development of the International Civil Aviation 
Organization’s (ICAO) Land Use and Environmental Control Manual, which was completed in 
2000. The manual addresses environmental management tools and best practices, and will be 
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presented to developing countries to help ensure appropriate environmental management at airports 
around the world. 


Challenge 3 — Reduce air emissions from transportation sources 


During 2001-2002, Transport Canada will be launching new initiatives to address the transportation 
sector strategy of the Government of Canada Action Plan 2000 on Climate Change. The initiatives 
will address the plan’s five elements — fuel efficiency, new fuels, fuel-cell vehicles, freight 
transportation, and urban transportation — and will have GHG reduction targets on which we will 
report regularly. In addition, a series of recommendations to reduce the environmental impact of 
aircraft noise and engine exhaust emissions were established in 2000 by the Committee on Aviation 
Environmental Protection of the ICAO, on which Transport Canada participates. 


Challenge 4 — Promote education and awareness on sustainable transportation 


A key aspect of the Sustainable Development Strategy is to make Canadians more aware of the 
environmental impacts of their transportation choices. Building awareness among the general 
public about sustainable transportation in Canada is not an easy task. It involves raising awareness 
about the issues themselves, as well as promoting concrete actions that individuals can take to 
reduce the negative impacts of transportation and improve their quality of life. 


Transport Canada’s Moving On Sustainable Transportation (MOST) Program, launched in 
September 1999, is providing $1 million over three years to assist in promoting awareness of 
sustainable transportation issues and encouraging concrete action by Canadians. As of March 2001, 
Transport Canada had committed approximately $750,000 under this program to support 

20 projects. Visit the MOST web site at www.tc.gc.ca/EnvAffairs/most/About.shtml. 


Challenge 5 — Assess Transport Canada’s direct budgetary transfers for their environmental 
impact 


The department’s goal is to incorporate sustainable development principles in the management of 
its programs whenever possible. In support of this goal, the department has developed a Strategic 
Environmental Assessment at Transport Canada: Policy Statement. This policy helps ensure that 
the environmental effects of certain policies, proposed legislation or regulation, research and 
development programs/policies, and proposals governing transportation-related matters are 
considered before the proposals are submitted for approval by the Minister or Cabinet. For 
more information, please see www.tc.gc.ca/envaffairs/english/envass/SEA_E.htm. 


The department also strives to ensure that recipients of Transport Canada funding can demonstrate 
that environmental considerations have been integrated into the work or project being funded. For 
example, for recipients of Airports Capital Assistance Program (ACAP) funding, this could include 
seeking cost-effective ways of reducing the use of raw materials and the generation of waste 

associated with the project or by investigating the feasibility of acquiring heavy mobile equipment 
that will minimize harmful emissions. Data concerning the number of ACAP recipients that 

disclosed environmental considerations in their applications should be available in December 2001. 


Challenge 6 — Refine sustainable transportation performance indicators 


Transport Canada supported and participated in the Centre for Sustainable Transportation’s work 
on sustainable transportation indicators, which will help track Canada’s progress in the area of 
sustainable transportation. To this end, a review of relevant worldwide activity on indicators 
resulted in the identification of a long list of potential indicators which were then refined through 
further analysis, workshops and surveys. = For more information, please see the Centre’s web 
site at www.cstctd.org. 
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Challenge 7 — Understand the environmental costs of transportation 


A literature review of the social costs of all transportation modes, including the environmental 
costs, was completed on behalf of the department in December 2000. As a result, the department 
committed in its 2001-2003 SDS to develop a departmental position on cost internalization. 

&\ The report is available at www.tc.gc.ca/envaffairs/english/Soc%20Cost%20Final%20Rpt.pdf. 


Challenge 8 — Develop and promote the application of cleaner transportation systems and 
technologies 


Work is ongoing with other federal departments and industry partners to improve the energy 
efficiency of transportation systems, thereby reducing energy consumption and associated 
greenhouse gases, while taking account of any safety implications. Three major areas of work 
encompass urban, inter-modal freight and air transport efficiency. 


Preliminary work on using cellular-equipped vehicles as traffic probes has been completed to help 
increase transportation efficiencies in urban areas. Work has started on improving traffic 
management systems, and common specifications for the establishment of Internet-based traveller 
information systems are also being developed. 


In inter-modal freight efficiency, activities to improve port efficiency are well underway with the 
Port of Montreal, including improved container tracking and tracing within port boundaries. The 
recently completed Port Community Extranet Design project facilitates the electronic exchange of 
documents among trading partners. 


Two initiatives will help reduce aviation-related pollution by identifying the most energy efficient 
flight paths. In the area of flight data monitoring, a prototype flight animator has been completed, 
although other activities have been slower due to major industry restructuring; significant progress 
is expected during 2001-2002. Work has also started on Global Positioning System (GPS) 
Advanced Navigation Systems. 


Evolution of the Sustainable Development Strategy 


Transport Canada’s Sustainable Development Strategies are steps in the journey toward a more 
sustainable transportation system in Canada. Transport Canada’s 2001-2003 strategy, which builds 
on the strengths of the first, was tabled in Parliament in February 2001. Key work that remained 
from the first SDS, such as sustainable transportation indicators, cost internalization, and strategic 
environmental assessment, was incorporated in the 2001-2003 SDS, with concrete and time-bound 
deliverables. 


Although we are reporting on the SDS in terms of its contribution to our environmental objective, it 
should be noted that it also contributes to our efficiency and safety objectives. Future versions of 
the strategy will increasingly focus on the balance to be achieved in all three areas of sustainable 
development: environmental, social and economic. 
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3.4 Inside Transport Canada — The Management Agenda 


Ultimate Outcomes: 

e Provide managers and employees with knowledge-based functional advise and sound 
management systems and services. 

e Contribute to the ultimate outcomes and associated strategic objectives of the three core 
business lines. 


The challenge of the department’s management agenda is to create and maintain the capacity to 
achieve the department’s objectives and respond to the needs and priorities of Parliament, the 
public and central agencies. The agenda addresses the key issues that affect the business lines’ 
ability to deliver their core services. The management agenda reflects the need — post-program 
review and in an increasingly global, knowledge economy — to change the way we manage people, 
funds, information and technology to reflect modern workplace values and practices. 


Here are some of the things we've been working on: 


1. Workforce Renewal 
Recruitment 


Over the past year, Transport Canada launched several initiatives to address the challenges 
associated with an aging workforce and ensure its ability to recruit, develop and retain the talent 
and expertise necessary to continue to deliver core services. As an example, from the time the 
Regulatory Recruitment Campaign began in December 1999, until June 2001, Transport Canada 
had filled approximately 93 entry-level inspector positions (pilots, technical inspectors and aircraft 
certification engineers). The department continues to work closely with the Public Service 
Commission to implement competency profiles and behavioural interviewing techniques that have 
allowed it to meet ongoing operational requirements. We have also developed an implementation 
strategy for a new diversity management framework that will allow the department to better plan 
for a workforce that matches the availability of designated groups in the Canadian labour market. 


Transport Canada has taken steps to ensure it continues to have the talent and expertise necessary 
to fulfil operational responsibilities. By the end of 2005-2006, 25 per cent of full-time employee 
will be eligible for retirement, and by the end of 2009 -2010, 43 per cent of current full-time 
employees will be eligible for retirement. Of particular note is the anticipated decline in the 
number of senior managers, since 80 per cent will become eligible for retirement by 2009-2010. 
While this demographic challenge is not unique to Transport Canada, it is a reality for which the 
department is now planning. 


Retention and Learning 


The department has completed preliminary work on the development of an information base 
designed to better understand retention and attrition issues. The proposed implementation of an 
exit interview program will allow the department to identify the top reasons why employees choose 
to leave the department, thereby allowing for potential revisions to existing policies or practices. 


Studies have been completed on the evaluation of current learning and training processes within the 
department. As part of its ongoing efforts to move to a learning organization, Transport Canada is 
undertaking a review of the department’s Career and Continuous Learning Centre, and examining 
alternative delivery modes for existing services. 


Several initiatives have been implemented to address the critical transfer of knowledge, to ensure 
that, as employees retire, the department does not lose the knowledge, expertise and experience that 
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has been developed from years of on-the-job training. This includes the development of a risk 
management framework, where the impact of the departing subject matter experts is assessed and 
reported to departmental management. In addition, succession planning for critical senior 
management positions has been introduced in an effort to avoid potential impacts on core 
departmental services in upcoming years. 


Finally, the department completed key phases of a pilot project involving a new employee 
performance management system, to provide innovative peer and upward feedback on employee 
performance, and contribute to the development of customized learning plans for individual 
employees and managers. 


2. Modern Comptrollership 


In August 1999, Transport Canada accepted an invitation to become a pilot department in the 
modernization of comptrollership across the Government of Canada. The full implementation of 
modern comptrollership is a management improvement task that will span a number of years. 
Results have been achieved this past year in each of the following six priority areas of this 
initiative. 


a) Leadership. A strong senior governance structure continues to demonstrate the department’s 
commitment to the full implementation of this management reform. As a result of the senior 
management commitment and interest, modern comptrollership and its component parts were 
often included on various management agendas, retreats and conferences. The senior executive 
team reviewed the comptrollership baseline assessment, conducted last year, and approved an 
action plan to strengthen areas of deficiency. The modern comptrollership approach and 
related benefits have been promoted at every headquarters and regional senior management 
forum, resulting in a raised awareness and additional invitations to present further sessions in 
our various service lines. During the year, a Transport Canada Comptrollership Intranet site 
was launched to communicate essential information on this initiative and provide links to other 
sites. There were 2,031 hits on this site over the three-month period September to 
November 2000. 


b) Human resource capacity. A review was undertaken to ensure that Transport Canada’s core 
management competencies cover those required for the implementation of modern 
comptrollership. As well, the review matched current management training curricula to the 
core competencies that will be required of managers with respect to this more modern 
management approach. In-house training and orientation courses now include specific 
references to the requirements of modern comptrollership, and sources of additional 
comptrollership-related training have been made available. 


c) Values and ethics. Twelve dialogue sessions with 150 participants were held on values in the 
workplace. Participants included managers, staff, management trainees, and summer students. 
A discussion guide was designed to facilitate these exchanges, and a summary report provided 
case studies and real-life work situations in which values played a significant part. The results 
endorsed Transport Canada’s existing set of values but suggested that consistent behaviours 
expected in various situations were not well-defined or understood. A second guide was then 
produced that will be used in continuing conversations with managers and staff to identify 
those behaviours in the work environment that need to be discussed, understood, and embraced 
to substantiate our joint commitment to the department’s values. The consideration of values 
and ethics has resulted in the inclusion of related questions in upward feedback documentation. 
As well, a presentation and discussion of the department’s values was featured in the Transport 
Canada Senior Managers Conference last fall, which was attended by 155 senior managers 
from across the country. 
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d) 


f) 


Al 


Performance information. A Transport Canada performance logic model, introduced last year 
to better depict the results we want to achieve, was widely adopted during 2000-2001. Several 
of the department’s organizations implemented improvements in defining performance 
frameworks and in the measurement of results, including Civil Aviation, Sustainable 
Development, Rail Safety, Intelligent Transportation Systems and Human Resources. Marine 
Safety and Transportation of Dangerous Goods organizations have also made progress in 
defining the results to be achieved. A continued improvement in the department’s performance 
information is the item of highest priority in the Comptrollership Action Plan. Our senior 
executive team has undertaken to steer this effort, and additional resources have been allocated 
to provide advice and assistance to departmental managers as they undertake to bette r define 
service line results and their linkage to resources. 


Integrated risk management. Transport Canada remains a leader in the federal government 
with respect to risk management awareness and activities, particularly because of the 
department’s heavy orientation to safety. For example, risk training for civil aviation 
inspectors continued last year with approximately 45 per cent now having completed training. 
Several other areas in the department — Airports, Finance, and Communications — also have 
in place risk management processes and tools, and the Security and Emergency Preparedness 
organization is developing its business planning approach to specifically include the principles 
and benefits of risk management. A draft Risk Management Policy, which is now in final 
consultations and will expand the application of this discipline across the department, was 
presented to all headquarters and regional management committees and to the senior executive 
team. As a result of these discussions, more managers are recognizing the influence of risk 
management on business planning and resource application. 


Control systems. The development of the Integrated Departmental Financial and Materiel 
Management System (IDFS) continued on target through 2000 -2001. The Auditor General 
reported this year that the essential elements of internal control are in place, but that the 
internal audit role required strengthening. Steps have now been taken to ensure the role of 
internal audit evolves to address a hierarchy of emerging control issues. Web sites were 
established which provide tool kits and techniques to better manage and control issues related 
to human resources and information management and technology. A review of corporate 
functions identified more affordable and effective ways of doing business, as well as process 
improvements in accounting operations and in managing IM/IT infrastructure. 


Financial Information Strategy 


Transport Canada’s implementation of the government-wide Financial Information Strategy (FIS) 
initiative has provided a solid foundation on which to move forward on the department’s 
management agenda. Implementation was completed on time, by March 31, 2001, and included the 
required policy and system changes in support of accrual accounting, as well as the identification 
and valuation of capital assets with an historical cost in excess of $5.5 billion. These changes will 
provide more complete information for corporate decision-making. Financial and materiel 
management staff have received extensive training and will be working with managers over the 
coming years so that the department, and ultimately citizens, may more fully benefit from the newly 
available and improved financial information. 
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4. Technology 


Our technology priorities have been driven by business requirements and have included improving 
service delivery in all parts of the department, finding new cost effective ways to meet citizen 
needs for access to public information, protecting privacy, responding in a more timely way to 
letters and questions, and engaging stakeholders in the policy development process. The results of 
these technology priorities included: 


e renewal of Transport Canada’s information and technology infrastructure to ensure we have the 
capacity to deliver on our service objectives and better serve the three core business lines; 

e implementation of secure messaging / remote access for departmental employees, consistent 
with the Government of Canada Public Key Infrastructure (PKI) initiative; 

e improvements in employee and public access to integrated information through the use of 
common WEB technologies; 

e partial implementation (full implementation by end of 2002) of the government-wide shared 
system solution for electronic document management to organize and store electronic 
information effectively; 

e the enhancement and support of departmental application systems to meet both central agency 
and departmental information and resource management requirements (e.g., Comptrollership, 
Financial Information Strategy, Universal Classification Standard, Government On-line); 

e development of a Business Resumption Planning/Disaster Recovery Plan for critical corporate 
functions; 

e progress toward establishing national standards for service delivery; and 

e a 10 percent reduction in operating costs for support services including Help Desk, Desktop, 
LAN Server and e-mail (representing a $200,000 reduction in fiscal year 2000-2001). 


Government On-Line 


To help advance the Government On-Line (GOL) agenda, Transport Canada undertook a number of 
activities, including the establishment of a senior level steering committee and project office. 
Extensive client consultations were conducted across the country, resulting in the creation of a 
strategic plan for GOL. At the same time, the department improved its web presence by 
implementing the government’s common look and feel strategy. We also completed 32 GOL 
related projects that enhanced services or improved the accessibility of information. One such 
project is the Accessible Transportation Portal, which will allow persons with disabilities to have 
faster and easier access to information on policies, programs and services related to accessible 
transportation throughout Canada. Another example is the online access to the Civil Aviation 
Daily Occurrence Reporting System (CADORS). CADORS data is used to provide timely 
information concerning operational occurrences within the national civil air transportation system 
and is used in the early identification of potential aviation hazards and system deficiencies. 


In addition to Transport Canada’s regulatory and policy functions, the department has a 
responsibility and an obligation to contribute to Canada’s success in the knowledge economy, 
particularly as it relates to Canada’s transportation infrastructure and related services. Government 
On-Line (GOL) and electronic service delivery (ESD) will re-shape how the department conducts 
its business. Information access, sharing and flow will all dramatically increase, driving up the 
speed of doing business and driving down and distributing decision making in the organization. 
Management and sharing of intellectual capital (e.g., knowledge, information, data, human resource 
expertise, business processes) will become increasingly important the more an organization 
participates in the knowledge economy and does business on line. 


The department will continue its efforts on GOL and has committed $5 million annually for the 


next three years to ensure progress. Partnerships have been created with several other federal 
departments and provincial governments to conduct horizontal initiatives. Transforming operations 
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through the use of modern technology will be the focus for the foreseeable future and Transport 
Canada is now well-positioned to achieve this. 


& More information on this initiative is available at www.gol-ged.gc.ca/index_e.asp. 


5. Internal Communications Plan 


Effective internal communications is an integral part of every manager's job, and Transport Canada 
supports this belief through a strong commitment to ongoing and regular face-to-face 
communications. Transport Canada’s internal communications plan, People Talking to People, has 
been promoted widely throughout the department over the past three years, and has resulted ina 
stronger commitment to effective communications between managers and staff. Face-to-Face, our 
philosophy on internal communications, has further reinforced the commitment to good 
communications. 


Following consultations with employees, a two-day departmental internal communications course 
was developed and launched in June 2001. Although more feedback will be available in the 
coming months, to date, the course has received excellent reviews from participants. 


6. Materiel Management 


To support the management of its fixed custodial assets, Transport Canada uses the Integrated 
Departmental Financial and Materiel Management System (IDFS). The system is used to record 
and report fixed asset accounting information on an accrual basis, and to manage and track all 
departmental assets over a certain threshold. IDFS is key in accommodating the Financial 
Information Strategy because the system is an accrual, double-entry-based accounting system. 


7. Procurement and Contracting 


As in any organization, procurement and contracting are important functions in support of program 
delivery. Transport Canada maintains procurement and contracting specialists at its Ottawa 
headquarters, and in most regions, to assist in the development of procurement plans and strategies 
and to establish the appropriate framework to oversee procurement and contracting activities within 
its delegated authorities. The department uses the services of Public Works and Government 
Services Canada (PWGSC) to provide contracting services to departmental managers when the 
requirements exceed the department’s authorities or when special conditions require the expertise 
of PWGSC. As with materiel management (see above), IDFS is used to capture transactions and to 
report to central agencies. 
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4.0 Financial Tables 


Table A — Summary of Appropriations 


Operating expenditures’ 159,963 
5) Capital expenditures 81,395 
10 Grants and Contributions 284,668 
15 Payments to the Jacques Cartier and 

Champlain Bridges Inc. 122,141 
20 Payments to Marine Atlantic Inc. 48,378 
25 Payments to VIA Rail Canada Inc. 170,304 
(S) Minister of Transport — Salary and motor 

car allowance Sy 
(S) Payments to Canadian National for the 

Victoria Bridge in Montreal Ne ee Bs 
(S) Contributions to employee benefit plans 48,401 


(S) Payments in respect of St. Lawrence Seaway 
agreements L631 


(S) Northumberland Strait Crossing subsidy 
payment 47,600 


(S) Collection agency fees - 


(S) Spending of proceeds from the disposal of 
surplus Crown assets - 


185,597 
81,395 
267,899 


38,641 
49,000 
231,603 


52 


11,709 
54,317 


2,474 


46,934 
4 


11,546 


181,444 
72,859 
232,465 


33,847 
38,560 
231,603 


52 


11,709 
54,317 


2,474 


46,934 
4 


9,453 


Due to rounding, columns may not add to totals shown. 


1. Vote 1 actual spending is net of $317 million in respendable revenues (these revenues were 


formerly referred to as “revenues credited to the Vote”). 


Transport Canada’s 2000-2001 net spending totalled $916 million, resulting in a surplus of 
$65 million — less than seven per cent of the available authorities. As part of its financial 


management strategy, the department carried forward $25 million of the surplus to fund future-year 
requirements. Also as part of the financial strategy, Marine Atlantic lapsed $10 million as part of 
an agreement to repay previous years’ funding for the purchase of a new ferry vessel. Most of the 


remaining surplus was concentrated in three Contribution programs (Port Divestiture Fund, 


National Safety Code, highway agreements). 
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Table C — Historical Comparison of Net Spending 


Policy 366,570 378,319 306,550 393,659 381,290 
Programs and 

Divestiture 859739 166,333 305,879 169,311 123,132 
Safety and Security Pa PPT bess) 264,962 283,299 506,931 302,578 
LES ROE DY 93,057 94,311 80,120 111,270 108,729 
Administration 


Due to rounding, columns may not add to totals shown. 


The table below illustrates Transport Canada’s expenditure reductions since its evolution from 
owner-operator to regulator and policy-maker. 


Historical Comparison of Actual Net Spending 


(000's) 


2,500,000 
2,000,000 
1,500,000 
1,000,000 


500,000 


1995-96 1996-97 1997-98 1998-99 1999-00 2000-01 
actuals actuals actuals actuals actuals actuals 


Policy m Programs and Divestiture 0 Safety and Security O Departmental Administration 


Note: does not include spending related to the Air Navigation System, which was transferred to 
NAV CANADA in November 1996. 
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Table D — Resource Requirements by Organization and Business Line 


The following charts illustrate the net resource allocations (planned, final authorities and actual 
expenditures) between accountable organizations within each business line. 


Policy. Net expenditures within the Policy business line totalled $381 million. As clearly 
illustrated, the Crown corporation (Marine Atlantic and VIA Rail) spending accounted for 

$270 million, or almost 71 per cent of all spending. Most (28 per cent) of the remaining spending 
was related to grants and contributions and operating costs at headquarters. Although the regional 
offices play a role in 


250,000 | the monitoring and 
| analysis of the 
200,000 | transportation 
| system, most of this 
150,000 | business line’s work 
| has a national focus 
100,000 and 1s carried out at 
the Ottawa offices. 
50,000 
(6) Re = a LT TIE Paes serio 
~ | VIARail | RDG RDG RDG ea RDG 
($000's) eA eld Re Inc. Atlantic Québec Ontario aasee Pacific 
Inc. Northern 
(a Planned 84,959 | 48,378 | 170,304 636 321 274 1,252 425 
fC Authorities | 109,554 | 49,000 | 231,603 502 469 474 1,198 859 
|D Actuals 107,888 | 38,560 | 231,603 386 449 455 1,028 920 


Safety and Security. The Safety and Security business line had total net expenditures of 

$303 million, most of which was for operating costs. The spending pattern in this business line, 
which is fairly stable, highlights the different roles of the regional and headquarters offices. There 
is a more national focus at headquarters that reflects the responsibility for developing legislation, 
regulations and standards, prevention strategies and programs, oversight and intervention strategies, 
and for research and development projects. In addition, four of the service lines — road safety, 

] multi-modal safety, 


200,000 + research and 
development, and 
150.000 aircraft services — 
: exist only within 
headquarters and 
100,000 contribute to the 
higher concentration of 
expenditures in that 
50,000 area. Headquarters 
spending levels 
represent 61 per cent 
Z RDG RDG RDG RDG RDG of total business line 
($000’s) ADM AQ) “Aienic | QuébseteOneno tn on Pacinc spending. The pee ns 
Northern have a more direct role 
@ Planned 191,550 15,099 18,494 19,583 21,051 ioe in terms of their 
O Authorities | 188,419 18,075 25,247 25,324 26,664 23,202 inspection, oversight and 
w Actuals 185,976 | 17,847 | 24,586 | 25,420 | 26,299 | 22,451 intervention activities. 
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Table D — Resource Requirements by Organization and Business Line (cont’d) 


Programs and Divestiture. Business line net expenditures were $123 million, which reflects the 
collection of $261 million of respendable revenues. Most of the overall spending was concentrated 
on grants and contributions and operating costs. Crown corporation spending (Jacques Cartier and 
Champlain Bridges) represented almost 9 per cent of the spending. The $88 million variance 
between the planned and actual spending for JCCB is due to delays in re-decking work that was 
deferred to 2001-2002. 


150,000 - Headquarters year-end actual 
expenditures were less than 
100.000 planned for several reasons, 
; including a $34 million 
reduction in the New 
poe Brunswick Highway 
Improvement Program, a 
2 $25 million increase in 
respendable revenues, and a 
(50,000) $19 million reduction in 
eas transfer payments in Port 
(100,000) - Bae Las ” 5 RDG ~~ Divestiture Fund (PDF) due to 
($000's) ADM HQ |JCCB inc.) atiantic | Québec | Ontario es snes Pacific divestiture delays. In 


addition, $40 million in 
Airports Capital Assistance 
Program payments and 

$46 million in PDF payments 
originally included in headquarters planned spending were ultimately made in the regions. The 
overall resource fluctuation between headquarters and the regions is primarily because the 
respendable revenues from airport lease and chattel payments are managed and collected only at the 
headquarters office. In comparison with the other regions, higher spending in the Quebec region is 
the result of a one-time grant of $36 million paid to the Province of Quebec for the transfer of ferry 
facilities; this payment was funded from the Port Divestiture Fund. 


Planned i) 119,074 122,141 13,236 16,837 9,766 10, 100 14,727 
O Authorities | (37,967) 38,641 | 18,378 77,856 20,790 21,808 29,805 
@ Actuals (68,395) 33,847 15,811 74,578 19,865 20,475 26,941 


Departmental Administration. Total net expenditures in the Departmental Administration 
business line were $109 million, of which most were related to operating costs. This business line 
provides essential support services to all departmental organizations, and many of the functions are 
unique to headquarters (Offices 
of the Minister and Deputy 

= Minister, General Counsel), 
60,000 + ef which accounts for the fact that 
70 per cent of the business line 
spending is made in 
headquarters. 


80,000 + 


40,000 


20,000 


RDG RDG RDG RDG Prairie Corporate 


($000's) oe sii Atlantic Québec Ontario aes RIE FCG ted Bin 
B Planned 51,423 4,195 4,164 4,097 5,418 3,082 7,741 
D Authorities 67,321 5,869 7,481 6,978 9,127 5,308 9,186 
B Actuals 66,967 5,520 6,739 | 6,818 | 8,416 5,742 8,527 


1. Includes Offices of the Minister and Deputy Minister, Communications, and General Counsel 
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Table E — Revenues 


Respendable Revenues 


Policy 
e International marketing 1,060 658 50 200 618 


Programs and Divestiture 
e Harbours and ports 
revenues (net of 


commissions) 16,911 Ls) 5,449 9,307 11,178 
e Airports — Rentals 11,981 7,245 8,302 9,817 9,328 
e Airports — Concessions 21,408 13,695 4,923 4,963 4,313 
e Airports — Landing fees 22,804 18,771 9,174 etek) 9,451 
e Airports — General 
terminal fees 16,924 13,530 S24 SOY 5,625 
e Airports — Lease and 
chattel payments 190,205 214,480 194,070 223,806 219,273 
e Miscellaneous B95 3,474 S27 Iba 3S: 1,608 
283,528 288,770 228,687 264,259 260,776 


Safety and Security 
e Aviation safety fees 10,406 12,333 127234 12,234 12,922 
e Revenues from 

NAV CANADA — 


Aircraft services DeSoik 2,394 2,622 2,622 2,434 
e Road safety fees 305 330 350 350 353 
e Marine safety fees 8,252 8,791 7,439 S739 9,188 


e Recoveries from other 
government departments 


— Aircraft services 23,047 24,712 22,098 24,689 25,085 
e Short line rail inspections a9 88 63 63 131 
e Recoveries from research 
and development activities 6,293 4,962 2,064 2,064 2,444 
e Miscellaneous DyeILT 3,244 25 25 1,442 
56,620 56,854 46,890 51,486 53,999 
Departmental 
Administration 
e Recoveries for training 
and computer services eis 642 269 560 Tai9 
e Lease revenue WA 906 433 649 913 
e Miscellaneous 901 240 - 110 249 
1,990 1,788 702 1,319 1,941 


Due to rounding, columns may not add to totals shown. 
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Table E — Revenues (cont’d) 


Non-respendable revenues 


Tax revenues: 
e Goods and services tax 25,164 25,633 - - 21,678 


e Air transportation tax 294,793 Pps 3) - - - 


Non-tax revenues: 
e St. Lawrence Seaway 


Management Corporation 4,635 4,625 6,000 6,000 4,098 
e Hopper car leases 11,690 13,021 10,000 10,000 13,577 
e Return on investments 9,628 SAI - - 42,364 
e Refunds of previous years’ 

expenditures 8,929 3,370 - - 657 
e Adjustments to previous 

years’ payables 7,286 6,224 - - 15,193 
e Privileges, licences and 

permits 47 44 - - 196 
e Fines 486 754 - - 626 
e Proceeds from sales 655 4,169 - - 49 
e Proceeds from the disposal 

of surplus Crown assets 2,015 2,642 - - 9,438 


e Miscellaneous 


Due to rounding, columns may not add to totals shown. 
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Table F — Statutory Payments 


Policy 
e Employee benefit plans 2,314 2,542 2,423 BTU: 2,776 
e Proceeds from the sale of 
surplus Crown assets = - - 11,547 9,453 
e Refunds of previous 
years’ expenditures 176 - - - - 
2,53 2,542 2,423 14,323 12,229 


Programs and Divestiture 
e Employee benefit plans 8,800 7,863 5,524 5,982 5,982 
e Payments to Canadian 

National — Victoria 


Bridge 4,958 13,445 We3t5 11,709 11,709 
e Northumberland Strait 
Crossing subsidy - 45,881 47,600 46,934 46,934 


e Transition period 

payments to 

NAV CANADA 215,833 - 3 = A 
e Payments in respect of 

St. Lawrence Seaway 

agreements 391) 2e3o 1,631 2,474 2,474 
e Collection agency fees 1 ; i - - 
e Refunds of previous 

years’ expenditures 125 ANTS) - - - 


230,106 70,533 66,070 67,099 67,099 
Safety and Security 
e Employee benefit plans 30,737 33,064 33,083 335,701 35,701 
e Refunds of previous 
years’ expenditures 2 = - - - 
e Proceeds from the sale of 
surplus Crown assets - 2,495 - - - 
30,739 35,059 33,083 ererey Ab) 35,701 
Departmental 
Administration 
e Employee benefit plans 8,400 8,473 eal 9,858 9,858 
e Minister’s allowances 50 51 oy Sz 32 
e Collection agency fees > 8 > d 4 
e Refunds of previous 
years’ expenditures 534 44 - - - 
8,984 8,576 7,423 9,914 9,914 


Due to rounding, columns may not add to totals shown. 
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Table G — Transfer Payments 


Grants 

Policy 22,040 22,040 22,040 22,548 22,548 
Programs and Divestiture - - - 36,300 36,300 
Safety and Security 100 100 100 Ms 115 
Departmental Administration - - - - - 
Total Grants 22,140 2INAY 22,140 58,963 58,963 
Contributions 

Policy ANN AVAL} 41,359 40,622 36,397 35,961 
Programs and Divestiture’ 466,567 258,018 270,991 216,202 181,273 
Safety and Security 11,917 11,729 9,830 14,980 14,911 
Departmental Administration - - - - - 
Total Contributions 519,597 311,106 321,443 267,579 232,145 


Due to rounding, columns may not add to totals shown. 


1. Includes statutory payments for the Victoria Bridge in Montreal and the Northumberland Strait 
Crossing subsidy. 


Table H — Capital Spending 


Policy 12.758 566 392 645 368 
Programs and Divestiture 44,771 59257 AMM I) 42,835 37,941 
Safety and Security 14,128 7,178 12955 26,487 24,393 
Departmental 

Administration 6,859 5,986 4,691 11,428 


Due to rounding, columns may not add to totals shown. 


I. Includes proceeds from the disposal of surplus Crown assets. 
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5.0 Supplementary Information 


5.1 Our Office Locations 


TRANSPORT CANADA 
HEADQUARTERS 


Web Site: 
www.tc.gc.ca 


Mailing Address: 
Transport Canada 

Place de Ville, Tower C 
330 Sparks Street 
Ottawa, Ontario 

K1A ONS 


General Enquiries: 
Telephone: (613) 990-2309 
Fax: (613) 954-4731 


Library and Research Services Centre: 


(613) 998-5128 


Page 47 — Transport Canada 


TRANSPORT CANADA 
REGIONAL OFFICES 


Atlantic Region 

95 Foundry Street 
Moncton, New Brunswick 
EIC 8K6 

(506) 851-7316 


Quebec Region 
700 Leigh Capreol 
Dorval, Quebec 
H4Y 1G7 

(514) 633-2714 


Ontario Region 
4900 Yonge Street 
Toronto, Ontario 
M2N 6A5 

(416) 952-2170 


Prairie and Northern Region 
344 Edmonton Street 
Winnipeg, Manitoba 

R3C OP6 

(204) 984-8105 


Pacific Region 

620-800 Burrard Street 
Vancouver, British Columbia 
V6Z 258 

(604) 666-3518 


Index 


Materiel Management: 37 
eR Modern Comptrollership: 34 
A Motor Vehicle Transport Act, 1987. 18 


Air Pollution: 28 


Air Transportation Industry - 23 O 
Oversight and Intervention: 19 
C 
Canada Shipping Act 2001. 19 P 
Civil Aviation Tribunal: 18 
Climate Change - 27 Policy 


(business line): 6 
Procurement and Contracting - 37 
D Programs and Divestiture 
(business line): 6 
Departmental Administration 
(business line)- 7 
Direction 2006 R 
(Rail Safety) - 16 
Rail Industry - 22 
Regulatory Reform: 18 


E Research and Development: 20 
Road Infrastructure - 25 
Environmental Assessment: 28 Road Safety Vision 2001/2010- 17 
F S 
Financial Information Strategy (FIS)- 35 Safety and Security 
Flight 2005: A Civil Aviation Safety (business line) - 6 
Framework for Canada: 17 Safety Statistics for 2000 


(able 2). 15 
a Site Remediation: 29 
G Sustainable Development Strategy - 29 


Government On-Line (GOL): 36 


T 
I Transportation of Dangerous Goods 19 
Internal Communications Plan: 37 

W 
|) er Workforce Renewal - 33 


Marine Industry - 25 
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Tableau B — Comparaison du total des dépenses prévues avec le total des dépenses réelles 


Politiques 193 24 724 S32) 62 662 218 682 306 600 50 306 550 
193 53 666 645 58 945 280 603 393 859 200 393 659 
217 52 868 368 58 509 270 163 381 908 618 381 290 
Programmes et 503 79 217 C27 270 991 122 141 534 566 228 687 305 879 
Cessions 524 99 592 42 §35 252 502 38 641 433 570 264 259 169 311 
515 94 538 37 941 217 573 33 847 383 899 260 776 123 123 
Streté et 2 699 306 304 13 955 9 930 - 330 189 46 890 283 299 
Sécurité 2 843 316 835 26 487 15 095 - 358 417 51 486 306 931 
2791 317 158 24 393 15 026 - 356 577 53 999 302 578 
Administration 676 76 131 4 691 - - 80 822 702 80 120 
ministérielle 845 101 161 11 428 - - 112 589 15309 111 270 
883 100 513 10 157 - - 110 670 1941 108 729 
Total 4071 486 376 81 395 343 583 340 823 I DSW NW 276 329 975 848 
4 405 571 254 $1 395 326 542 319 244 1 298 435 317 264 981 171 
4 406 565 077 72 859 291 108 304 010 1 233 054 317 334 915 720 

Autres recettes et dépenses : 
— Recettes non disponibles (@~ tableau E) 16 000 
16 000 
108 486 
— Coiit des services fournis par d’ autres ministéres (autorisations = coft réel) 46 098 
48 870 
Coit net du Programme 1 005 946 
1 014 041 
856 104 


En raison de I’ arrondissement, le résultat des colonnes peut différer des totaux indiqués. 


1. Comprend les paiements législatifs pour les régimes d’avantages sociaux des employés, les allocations du Ministre, les frais des agences de recouvrement, les remboursements des fonds versés 
au cours des exercices antérieurs, les paiements prévus aux ententes concernant la Voie maritime du Saint-Laurent et le produit de la vente de biens excédentaires de l’Etat. 2. Comprend les 
paiements statutaires pour le pont Victoria (Montréal) et pour la subvention relative a l’ouvrage de franchissement du détroit de Northumberland. 


Les caractéres normaux indiquent les dépenses prévues. Les caractéres en italique indiquent les autorisations totales. Les caractéres gras indiquent les dépenses/recettes réelles. 
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Improved Reporting to Parliament 
Pilot Document 


Each year, the government prepares Estimates in support of its request to Parliament for 
authority to spend public monies. This request is formalized through the tabling of 
appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an 
overview of total government spending in Part I, the documents become increasingly more 
specific. Part II outlines spending according to departments, agencies and programs and 
contains the proposed wording of the conditions governing spending which Parliament will be 
asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information 
with a focus on outcomes. 


The Departmental Performance Report provides a focus on results-based accountability 

by reporting on accomplishments achieved against the performance expectations and results 
commitments as set out in the spring Report on Plans and Priorities. 

The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual 
budget planning and resource allocation priorities. In combination with the subsequent 
reporting of financial results in the Public Accounts and of accomplishments achieved in 


Departmental Performance Reports, this material helps Parliament hold the government to 
account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2001 
Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 

Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/77-2001 
ISBN 0-660-61734-X 
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Foreword 


In the spring of 2000 the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada’. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting of results through ministers to Parliament and citizens. Earlier this year, 
departments and agencies were encouraged to prepare their reports following certain principles. 
Based on these principles, an effective report provides a coherent and balanced picture of 
performance that is brief and to the point. It focuses on results — benefits to Canadians — not on 
activities. It sets the department’s performance in context and associates performance with 
earlier commitments, explaining any changes. Supporting the need for responsible spending, it 
clearly links resources to results. Finally the report is credible because it substantiates the 
performance information with appropriate methodologies and relevant data. 


In performance reports, departments strive to respond to the ongoing and evolving information 
needs of parliamentarians and Canadians. The input of parliamentarians and other readers can do 
much to improve these reports over time. The reader is encouraged to assess the performance of 
the organization according to the principles outlined above, and provide comments to the 
department or agency that will help it in the next cycle of planning and reporting. 


This report is accessible electronically from the Treasury Board of Canada Secretariat Internet site: 
http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 

Comments or questions can be directed to this Internet site or to: 

Results Management and Reporting Directorate 

Treasury Board Secretariat 

L’Esplanade Laurier 

Ottawa, Ontario, Canada 

K1A ORS 

Tel.: (613) 957-7167 — Fax: (613) 957-7044 
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Section 1: The Chairperson’s Message 


This year, our Departmental Performance Report reflects progress and achievements in a 
number of key areas. However, 2000-2001 was also a year of change, which culminated 
in the decision of our Chairperson, Benoit Bouchard, to retire in August 2001. 


During his tenure, Mr. Bouchard did much to raise the profile of the Transportation 
Safety Board of Canada (TSB) across this country and internationally. One of his last 
official acts was the release of three aviation safety recommendations dealing with 
aircraft material flammability standards. These recommendations are among the results of 
the Board’s continuing investigation into the crash of Swissair Flight 111 in September 
1998. 


The complex and challenging investigation that has followed that tragedy continues to 
affect the way the Board carries out its business. 


These are demanding times for the TSB, given the importance of the transportation 
system in Canada and the emphasis that Canadians place on transportation safety. 
Industry consolidation and globalization, improvements and developments in technology, 
the expectations of next-of-kin, and the real-time needs of the media are just some of the 
daunting issues we face. 


In 2000-2001 we issued a variety of safety recommendations, safety advisories and 
information letters. These actions, many of which preceded the final reports of 
investigations, led to timely concrete action that directly improved safety and/or reduced 
risks in Canada and abroad. 


In the past year, the TSB achieved its key strategic outcomes. We have been successful in 
identifying safety failures and in reducing risks in the Canadian transportation system. 
The Board continues to have a strong impact on transportation safety in all parts of the 
country, and internationally. 


Our clients are generally very satisfied with our work, and the media sees the TSB as an 
expert organization with credible results. The transportation industry in Canada has also 
developed a high level of confidence in the work of the TSB. Overall, the TSB is 
recognized as an authoritative, unbiased resource in the area of transportation safety, at 
both the national and international levels. 


In the coming months, we will continue to develop performance indicators that will more 
accurately reflect the impact of the Board on Canadian transportation safety. 
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Providing adequate investigative coverage and timely safety products within the current 
resource envelope remains our largest challenge and principal preoccupation. 


Our Board members and staff are dedicated to advancing transportation safety. We will 
continue to work towards increasing the public visibility of our activities, and towards 


enhancing understanding of our work by Canadians. 


The Transportation Safety Board is committed to getting the job done well. The safety of 
the transportation system and of the travelling Canadian public depends on it. 
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Section 2: Strategic Context 
2.1 Mandate and Mission 


The Transportation Safety Board of Canada (TSB) is an independent agency created in 
1990 by an Act of Parliament (Canadian Transportation Accident Investigation and 
Safety Board Act). Under this legislation, the TSB’s only objective is the advancement of 
transportation safety in the federally regulated elements of the marine, rail, pipeline, and 
air transportation systems. This mandate is fulfilled by conducting independent 
investigations including, when necessary, public inquiries into transportation occurrences. 
The purpose of these investigations and inquiries is to make findings as to the causes and 
contributing factors of the occurrences and to identify safety deficiencies which in turn 
may result in recommendations designed to improve safety and reduce or eliminate risks 
to people, property and the environment. The TSB has the exclusive authority to make 
findings as to causes and contributing factors when it investigates a transportation 
occurrence. 


Our Mission: to advance transportation safety. 


ages 


The jurisdiction of the TSB includes all transportation occurrences in or over Canada. 
The Board also represents Canadian interests in foreign investigations of transportation 
accidents involving ships, railway rolling stock, or aircraft registered, licensed, or 
manufactured in Canada. In addition, the Board carries out some of Canada’s 
transportation safety obligations to the International Civil Aviation Organization (ICAO) 
and the International Maritime Organization (IMO). 


2.2 Key Co-delivery Partners: 


The TSB reports annually to Parliament on its activities, findings, and recommendations 
through the President of the Queen’s Privy Council, and as such is not part of the 
Transport Canada portfolio, although it is not uncommon for Canadians to associate the 
TSB with Transport Canada. The creation of the TSB as an independent agency 
eliminated any potential for a conflict of interest within government bodies regulating or 
operating transportation activities while also investigating the failures associated with 
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their own regulations and operations. The legislation gives the TSB the exclusive 
authority to make findings as to causes and contributing factors when it investigates a 
transportation occurrence. Other departments (such as Transport Canada and the National 
Energy Board) may, however, investigate for any other purposes. The TSB’s investigative 
process is explained in Appendix A. 


Many individuals and groups cooperate with the TSB in the fulfilment of its mandate. 
During the course of an investigation the TSB interacts directly with individuals, such as 
survivors, witnesses, next-of-kin, and operators, with other organizations and agencies, 
such as coroners, police, manufacturers, owners, and insurance companies, and with other 
federal government departments and agencies. The cooperation of all these individuals 
and organizations is essential to the conduct of the TSB’s business. 


The TSB has no authority to implement changes; its mandate is limited to the 
identification of safety deficiencies and the communication of credible safety messages 
and persuasive arguments to influence change. The TSB can therefore be deemed 
successful when others, such as regulators, operators, and manufacturers, implement 
actions to mitigate risks. As such, the TSB is one of many Canadian and foreign 
organizations involved in improving transportation safety. The charts in Appendix B 
illustrate the many groups with whom the TSB interacts in the course of its 
investigations. 


2.3 Social and Economic Factors 


The TSB operates within the context of the very large and complex Canadian 
‘transportation system (see Transport Canada Internet site at www.tc.gc.ca for details). 
This system is very dynamic and in a constant state of change, resulting in particular 
challenges for the TSB. 


2.3.1 Public Interest in Transportation Safety 


Transportation safety has always been a matter of public concern in Canada. This is 
largely due to the essential social and economic role that the transportation system plays 
in this country. New information demands have evolved in the aftermath of such 
accidents as the crash of Swissair Flight 111 (SR 111) near Peggy’s Cove, Nova Scotia, 
the April 2001 Via Rail train derailment in Stewiacke, Nova Scotia, the sinking of the 
“TRUE NORTH II” small passenger vessel near Tobermory, Ontario, and the February 
2001 explosion of a gas pipeline compressor station in Quebec’s Eastern Townships. 
News media expect real-time, round-the-clock, on-site coverage. The expectations of the 
next-of-kin for support from the investigating agencies have also increased. They have an 
enormous thirst for up-to-date factual information; most wish to follow closely the 
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progress of the investigation. Given the loss they have suffered, great care must be 
exercised in communicating with them. The TSB also faces increasing demands for 
information through the Access to Information program, especially given the increasing 
trend toward litigation resulting from transportation accidents. Fulfilling these evolving 
needs is proving to be a major challenge with existing resource levels. 


2.3.2 Government Policy and Industry Environment 


In recent years, partly as a result of government initiatives and partly in response to 
commercial imperatives, various changes have occurred that may influence transportation 
safety. Among the changes are the privatization of Crown corporations, the 
commercialization of many Transport Canada operations, in all modes, and the increasing 
consolidation and globalization of companies. The highly competitive environment in all 
elements of the transportation industry and the demands by the public and shippers for an 
almost accident-free transportation system are also significant considerations. 


2.3.3 Impact of Technology on Transportation 


Over the last 10 years, the rate of technological change in the transportation industry has 
been very rapid. This is largely due to significant advances in computer and electronics 
technology, the development of new materials, and their application to the transportation 
industry. These advances affect all modes of transportation, and while many of them 
enable investigators to perform their work more effectively, they also make the job of 
investigation and safety analysis increasingly complex and specialized. The increased 
reliance on automation poses particular problems for analysing failures at the human- 
machine interface. 


2.3.4 Volume of Transportation Activity in Canada 


The marine mode involves approximately 7600 Canadian-registered merchants ships and 
20 000 foreign-flag vessels which complete some 68 000 movements in Canadian waters 
and 50 000 pilotage assignments annually. Commercial trade produces over 17 million 
vessel-kilometres in Canadian waters. Marine traffic in Canada includes the 
transportation of about 55 million passengers annually and over 350 million tons of cargo 
for domestic and international markets which represents 38% of all cargo carried in 
Canada by all modes of transportation. In addition, about 28 000 Canadian fishing vessels 
were licensed to take part in various commercial fisheries last year involving 52 000 
fishermen. 


There are some 30 federally regulated railways, operating close to 65 000 kilometres of 
track. The system generates over 579 billion ton-kilometres of output, produces close to 
121 million freight train-kilometres of work and over 1.4 billion passenger-kilometres of 
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service. The railways operate over 3000 locomotives and approximately 110 000 freight 
and passenger rail cars, and employ over 45 000 people. 


The national pipeline system under federal jurisdiction comprises about 100 oil and gas 
companies. These companies operate approximately 40 000 kilometres of pipelines. Over 
145 million cubic metres of crude oil and 141 billion cubic metres of natural gas are 
moved by pipeline under federal jurisdiction in Canada annually. 


The civil air transportation system processes over 70 million enplaned and deplaned 
passengers annually through over 600 Canadian airports. About 900 Canadian air carriers 
and an almost equal number of foreign carriers operate in Canada. There are over 70 000 
licensed aviation personnel and nearly 28 000 registered aircraft. The Canadian aerospace 
industry and the airline industry employ about 88 000 people. The Canadian aerospace 
industry will export more than $20 billion of aeronautical products this year. In terms of 
total sales, Canada occupies the fourth position in the world. 


2.3.5 Level of Activity 


More than 3000 transportation occurrences are reported each year in accordance with 
federal reporting requirements. The TSB bases its decision to investigate on its 
Occurrence Classification Policy (see TSB Internet site at www.tsb.gc.ca for details) 
using a comprehensive risk management process aimed at evaluating the consequences of 
operational decisions. However, whether or not the TSB decides to investigate, agency 
resources are required to make that determination and to maintain a national database of 
transportation accidents and incidents. The prime criterion for deciding to investigate is 
whether an investigation is likely to lead to a reduction in risk to persons, property or the 
environment. Due to limited resources, the TSB does not investigate some accidents less 
likely to result in safety actions, even when they involve fatalities. This has resulted in 
some adverse public reaction, and the TSB has come under increased public scrutiny. The 
TSB is also carrying a backlog of investigations in progress. Approximately 178 
investigations are currently in progress, of which close to half are more than one year old. 
The management of this backlog, combined with the sustained uptake of new cases, 
presents an on-going challenge due to the limited resources available. 


2.3.6 Swissair Flight 111 (SR 111) Accident Investigation 


The crash of SR 111 near Peggy’s Cove, 2 September 1998, severely tested the resources 
of the TSB. This is the most complex transportation accident investigation in Canadian 
history, requiring the mobilization of the majority of the TSB resources thereby creating 
backlogs in other work. On-going efforts to complete this investigation continue to 
consume considerable TSB resources, and only limited progress has been achieved in 
catching up on the backlogs. 
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Section 3: Departmental Performance 


3.1 Strategic Outcomes 


In its 2000-2001 Report on Plans and Priorities, the TSB defined the following desired 
strategic outcomes and related indicators. 


Provide Canadians with: To be demonstrated by: 


Advancements in safety through independent, 
objective and timely analysis of safety 
failures in the federally regulated 
transportation system. 


¢ Identification of safety failures in the 
marine, rail, pipeline and air 
transportation systems. 


* Reduction in risks to persons, property 
and the environment through the use of 

investigation findings by governments 

and industry. 


Public access to safety information and 
recommendations. 


Satisfaction with quality and timeliness 
of findings and recommendations. 


Awareness by Canadians of the Board’s 
role in advancing transportation safety. 


National and international recognition of 
the Board as an authoritative and 
independent resource in the area of 
transportation safety. 


3.2 Performance Accomplishments 


Canada’s transportation system is considered one of the safest in the world. Again this 
year, progress has been achieved in our on-going quest to advance transportation safety 
even further. In 2000, a total of 1992 accidents and 1347 incidents were reported in 
accordance with the TSB’s regulations for mandatory reporting. There were also 571 
voluntary incident reports. The number of accidents in 2000 decreased by 7% from 1999 
and by 17% since 1996. This year was marked with declines in the number of accidents 
reported in the aviation, marine and rail sectors (see Appendix C for details). In fact, the 
321 reported accidents involving Canadian-registered aircraft and the 449 reported 
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shipping accidents represent the lowest numbers of accidents reported in these modes in 
the last 25 years. This reduction cannot be directly attributed to the efforts of any specific 
organization. Improvements in transportation safety are the result of the combined efforts 
of many participants including manufacturers, carriers, crews, and regulators, as well as 
the TSB. 


Figure 1 (numbers are by calendar year) 


Accidents Reported to the TSB 
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1500 ~ 
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It is virtually impossible to measure accurately the impact of the TSB on transportation 
safety. No two investigations are identical. Some lead to significant safety improvements, 
and others do not. There is also no good way to link 
costs incurred by the TSB directly to specific 
improvements in transportation safety. However, the 
TSB has certainly been successful in achieving its 
strategic outcomes over the past year as evidenced by 
the numerous safety actions taken by its co-delivery 
partners using the TSB’s findings and outputs. The 
(Davi Collencnen\ iin on Minister of Transport has also noted on a number of 
Transport, February 2001) occasions during the year the valuable contribution of 
the TSB in the advancement of transportation safety. 


“The TSB plays an important 
role in identifying areas 
where possible 
improvements can be made 


in the transportation system.” 


The next few pages of this report summarize the results and outcomes of the TSB’s work 
over the past year as measured against the stated performance indicators. Given the 
magnitude of the SR 111 accident investigation, a separate section is dedicated to 
reporting the results achieved to date on that particular undertaking. 
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3.2.1 Summary Financial Information 


Figure 2 below summarizes the financial performance of the TSB and allocates resources 
utilized between the SR 111 investigation and other departmental activities. Detailed 
information about the TSB’s financial performance is included in Appendix D. 


Figure 2 


Summary Financial Information ' 


SR 111 Other 
Investigation Activities 


Planned Spending $0 $24,086,000 $24,086,000 
Total Authorities $4,308,000 $26,590,000 $30,898,000 


Actual Expenditures $3,556,000 $26,589,000 $30,145,000 


Full-Time Equivalent 
Personnel Utilized 15 201 216 


3.2.2 Results Achieved Against Performance Indicators 


The following symbols are used to indicate the results achieved against each performance 
indicator: 


OC. work is underway 


v. objectives achieved. 


1: The summary financial information presented includes three figures. These are intended to show the 

following: 

- what the plan was at the beginning of the year (Planned Spending); 

- original spending plans plus additional spending Parliament has seen fit to approve in Supplementary 
Estimates in relation to new collective bargaining obligations and the SR 111 accident 
investigation (Total Authorities); 

- total expenditures incurred (Actual Expenditures). 
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Performance Indicators 


Identification of safety failures in the marine, rail, 
pipeline and air transportation systems. 


Reduction in risks to persons, property and the 
environment through the use of investigation findings by 
governments and industry. 


Our Accomplishments: 


Overall, the TSB has been successful in identifying safety failures and in reducing risks in 
the transportation systems. TSB investigations result in widely distributed reports 
identifying safety failures and, where appropriate, containing recommendations to reduce 
risks. Over this past year, in all cases where the TSB undertook an investigation, safety 
failures or factors contributing to the occurrence were identified and communicated. This 
year there was also a significant increase in the number of safety recommendations issued 
by the TSB. These results reflect a careful application of the TSB’s occurrence 
classification policy in deciding whether to investigate or not, and on a thorough 
implementation of the investigation methodology. This systematic approach ensures that 
TSB investigation resources are invested in areas with the greatest potential safety 
payoffs. 


In 2000-2001, the TSB issued a total of 74 safety outputs (29 recommendations, 21 safety 
advisories and 24 information letters). These outputs led to concrete actions by other 
organizations that directly improved safety and/or reduced risks. For example, Transport 
Canada has targeted safety inspections, issued alert bulletins to inform industry about 
specific safety concerns, and introduced changes to safety regulations and procedures. 
Similarly, industry has reacted to the TSB’s work by undertaking numerous safety 
actions, such as changes in operational practices and procedures, preventive 
modifications to equipment, replacement of parts, and the modification of training 
programs. Figure 3 provides a few specific examples of such safety actions that were 
taken during 2000-2001. 
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Occurrences Investigated Safety Actions 


Sinking of M.V. “BRIER MIST” 


Transport Canada implemented an improved 
targeted inspection program to increase awareness 
about watertight hatch covers and to verify 
compliance of small fishing vessels with existing 
regulations. 


(The investigation identified, inter alia, safety 
deficiencies associated with the installation, 
maintenance, inspection and securement of hatch 
covers.) 


Transport Canada issued an emergency directive 
regarding the use of main track switches in non- 
signalled territory. The directive included 
restrictions on train speeds, stricter procedures for 
rail employees using main track switches, and a 
requirement for industry to submit detailed plans 
to further mitigate risks. 


Train derailment at Thamesville, Ontario 


(The investigation identified safety deficiencies 
related to the operation of main track switches 
and to an over-reliance on procedural compliance 
in the operation of rail traffic control.) 


Transport Canada has amended the Railway Safety 
Management System Regulations and is working 
in collaboration with the Railway Association of 
Canada on a number of initiatives to improve 
communication with new railway companies 
commencing operations. 


Train derailment at Mont-Joli, Quebec 


(The investigation identified safety deficiencies 
related to the communication of operating policies 
and practices and to the safety infrastructure for 
new railway companies.) 


Cessna issued a service bulletin instructing all 

owners to modify a component of the aircraft’s 
vertical stabilizer to prevent the stabilizer from 
becoming stuck. 


Cessna model 150/152 crash near 
Les Cédres, Quebec 


(The investigation identified that during an 
attempted spin and recovery procedure the 

vertical stabilizer became stuck and could not be 
moved.) 


The aircraft operator undertook many operational 
procedures including making modifications to the 
aircraft. Transport Canada issued an alert report to 
industry. The French aviation agency (Direction 
Générale de 1’ Aviation Civile) is in the process of 
issuing two service bulletins requiring 
modifications to the latch mechanism and cowling 
holding device of all aircraft of this model. 


Loss of an engine cowling on take-off by 
an Airbus 320 at Pearson International 
Airport 


(The investigation focussed on human factors 
associated with servicing tasks, operations 
procedures and cowling position indication.) 


The manufacturer of the survival kit has modified 
the kit designs to make it easier for accident 
survivors to access the contents. 


Bell 206 helicopter crash near Resolute 
Bay 


(The investigation revealed that the injured pilot 
had difficulty accessing the aircraft’s survival kit, 
whose packaging required considerable strength 
and dexterity to open.) 
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In order to help assess its contribution to the advancement of safety the TSB assesses the 
responses to its recommendations. In 2000-2001, the TSB received responses to 32 
recommendations, some relating to recommendations issued in the previous year. The 
results of this assessment are shown in figure 4. In all cases the TSB was successful in 
getting the attention of change agents, and in 24 of 28 assessed cases, action has either 
been completed or is underway to fully resolve the safety deficiencies identified. 


Fully Satisfactory | Attention to | Unsatisfactory 

satisfactory | intent to safety attention to 

attention to | address deficiency safety 
response safety safety satisfactory | deficiency 
received) | deficiency deficiency 


Over a longer time frame, the response to TSB recommendations is also very positive. 
Figure 5 illustrates the assessment of responses to TSB recommendations issued since 
1990. Over the past year, the TSB has noted an improvement in the attention given to 
reducing or eliminating the safety deficiencies identified, especially by Transport Canada. 


Figure 5 


Assessment of Responses to TSB Recommendations (1990-2000) 


Fully Satisfactory 39.9% 


To Be Assessed 1.1% 


Satisfactory Intent 26.6% p 


Unsatisfactory 16.1% 


Attention in Part 16.3% 
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Safety information is also provided to key stakeholders throughout the investigation 
process permitting them to take immediate safety actions where appropriate. It is now 
frequent practice to observe safety action being taken by industry and government during 
the course of TSB investigations. In such situations, rather than issuing recommendations, 
the TSB can then report on the corrective actions already taken by industry and 
government agencies. Such safety action can range widely in scope and importance. 
Operators will often take immediate remedial action after discussion with TSB 
investigators (for example, to clear the line of sight at a railway crossing by trimming 
bushes and vegetation). Regulators (such as Transport Canada and the Federal Aviation 
Administration in the United States) regularly issue mandatory directives requiring 
inspections and/or component replacement based on the TSB’s preliminary findings. 
Figure 6 provides a few specific examples of such safety actions that were taken during 


2000-2001. 


Figure 6 


Occurrences Investigated Safety Actions 


Sinking of the M.V. “FLARE” 


(The investigation revealed that other vessels of 
similar age and design could be susceptible to the 
same fissure damage that contributed to the 
sinking.) 


DHC-2 Beaver aircraft crash on Lake 
Asonis 


(The investigation determined that some of the 
passengers were not dressed suitably to protect 
themselves from exposure to climatic conditions 
and one passenger suffered frostbite to the 
fingers, requiring amputation.) 


“PAC MONARCH” lifeboat incident 
(The investigation identified safety deficiencies 


pertaining to the design and operation of 
lifeboats.) 


Transport Canada inspectors used TSB 
information to conduct structural inspections on 
vessels of similar age and design when they called 
at Canadian ports, to ensure compliance with 
international conventions. 


Transport Canada produced a video informing 
passengers of small aircraft of the need to wear 
appropriate clothing and footwear for the weather 
conditions in the area being overflown. 


The manufacturer of lifeboat release mechanisms 
was convinced of the need for system design 
changes to its equipment through discussion with 
investigators during testing of the mechanism in 
TSB laboratories. 

Information was also exchanged with investigators 
of the Australian Transport Safety Bureau who 
were investigating a similar accident. Investigators 
were able to compare findings and provide safety 
information to vessel operators and regulators in 
other countries. 
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Performance Indicators 
3: Public access to safety information and Y 
recommendations. 
4. Satisfaction with quality and timeliness of findings and 
recommendations. 
oy: Awareness by Canadians of the TSB’s role in advancing 
transportation safety. 


Our Accomplishments: 


The TSB has been successful in providing access to safety information and 
recommendations. However, some work is required to improve the satisfaction of clients 
and to increase the awareness of Canadians about the TSB’s role. Clients are generally 
very satisfied with the quality of the TSB’s work but have expressed concerns about the 
lack of timeliness of the Board’s investigation reports. Canadians also recognize the work 
done by TSB investigators but cannot always distinguish between the TSB and other 
federal departments and agencies involved in transportation safety. 


In 2000-2001, the TSB published 90 

“The report reads like any other investigation reports, as well as monthly 
thorough technical review - except, and annual statistical reports. The TSB 
perhaps, for one notable difference: A continues to publish the Reflexions safety 
millimetre below the surface, the digest for each transportation mode. These 
TSB’s dry, technical language sparkles digests contribute to the advancement of 
with a matter-of-fact intelligence that transportation safety by reflecting on the 
commands notice and respect.” safety lessons learned from accident and 
incident investigations. Extremely positive 
feedback has been received from Canada 
and around the world on these publications. 


W.M. Glenn and D. Dehaas, OSH Canada, 
July 2001 


The TSB has taken a pro-active approach to dissemination of information. Information is 
made readily available to industry, next-of-kin, the media and the public throughout the 
investigation process. Investigative staff are encouraged to maintain dialogue with key 
stakeholders, including the early communication of safety issues that arise during the 
investigation. In 2000-2001 the TSB responded to a large number of informal requests 
for information, thereby providing Canadians with information without the need to use 
the formal Access to Information process. The TSB processed ten times more informal 
requests than formal requests. The TSB is making greater use of its Internet site to make 
its reports and other transportation safety information available to Canadians. This year 
the content of the departmental Internet site was expanded with the posting of 243 
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previously released reports as well as speeches on a 
variety of safety-related issues by the Chairperson and The TSB Internet site is 
senior staff. This initiative has proven to be a cost- averaging 238 000 hits 
effective way of disseminating information. The site is per month. 

averaging 238 000 visits per month, an increase of 16% 
over last year. Visitors to the site are Canadians and 
people from all around the world. 


The TSB has placed emphasis on communications with next-of-kin of accident victims. 
In response to their request for information, the families are kept informed on the 
progress of the investigation and special briefings are held when required to help them 
understand the accident. In its efforts to improve these communications with next-of-kin, 
the TSB invited a next-of-kin representative to address a national meeting of TSB 
investigators. The TSB has also been actively involved in an inter-departmental work 
group looking at the need for a compassionate assistance program to assist survivors and 
next-of-kin of victims. 


Every year the TSB publishes a leaflet entitled Key Safety Issues. The current version 
(contained in the TSB’s annual report for 2000-2001) outlines those issues which, in the 
Board’s opinion, pose enough risk to transportation safety to justify extra efforts by the 
transportation industry and government agencies to prevent further accidental losses. The 
TSB believes that by highlighting such safety issues it can increase the awareness of 
industry and government, with a view to the implementation of safety actions which will 
reduce or eliminate the attendant safety risks. 


The TSB has previously stated its goal of producing a 


final report within one year of the occurrence. As of The TSB did not meet its 
31 March 2001, of the 178 investigations in progress one-year standard for the 
there were 102 investigations that had been in progress completion of 
for more than a year. Notwithstanding the emphasis investigations. 


placed on report timeliness by the Board, adherence to 
the one-year standard has yet to be achieved. For the 90 
reports completed in this period, the average time in progress was about 20 months, down 
from 21 months in 1999-2000, as shown in figure 7. There are a number of factors 
contributing to the lack of timeliness of reports. The ongoing SR 111 investigation 
continues to consume considerable resources that cannot be made available for other 
investigations. Staff turnover, difficult recruitment (for a variety of reasons) and a long 
training process also impede the timely completion of reports. The 115 investigations 
started this year constitute a 25% increase over 1999-2000. This resulted in a significant 
increase in the number of investigations in progress at year-end (178 ongoing 
investigations vs. 144 last year). The increased uptake of cases and the reduction in 
average time in process demonstrate a small progress in improving our performance on 
report timeliness. 
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started 


Investigations 27 Si 
completed 


13 82 


Average duration 
of completed 
investigations 
(number of days) 


23 43 

10 40 49 
This year special efforts were made to expedite the processing of investigations into the 
sinking of the “TRUE NORTH II” and the Thamesville train derailment to ensure timely 
results in advancing transportation safety and to respond to specific public interest 
associated with these accidents. The TSB also issued interim safety information during 
the course of a number of investigations. Positive response was received to this interim 
information. The TSB will therefore continue with these measures to ensure the timely 
availability of safety information. The TSB has also established that much emphasis is 
placed on its final reports, whereas advancements in transportation safety can often take 
place while an investigation is in progress. Over the coming year, the TSB 
communication strategy will therefore try to focus on all forms of TSB safety 
communications rather than on its final reports alone. 


Last year the TSB commissioned an independent survey of persons with a direct interest 
in the findings of the Board. This survey provided valuable insight on the views of 
Canadians vis-a-vis the TSB and its work. Building upon the results of this survey, this 
year the TSB contracted with a communications firm to conduct a media analysis of the 
news coverage. The bulk of news coverage featuring the TSB during 2000-2001 was 
neutral and balanced in tone. The majority of print and broadcast items provided factual 
and credible treatment of the TSB’s activities across Canada. A number of investigations, 
such as the SR 111 and the “TRUE NORTH II’ accidents, resulted in positive news 
coverage. This positive coverage lent considerable weight and authority to the TSB’s 
findings and investigative work, and often included supportive commentary from 
stakeholders and praise from the victims’ families for the TSB’s diligence and efforts to 
improve transportation safety. Overall, the media regarded the TSB as credible and 
expert. Negative coverage of the TSB was rare and related to specific issues. 
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Overall, recognition of the TSB’s name by the media and the public continues to increase. 
More and more Canadians now recognize the TSB name and can make a distinction 
between the TSB and Transport Canada. The TSB is now very well recognized within the 
transportation industry and the specialized media. This recognition was developed in the 
context of high profile accident investigations such as the sinking of the 

“TRUE NORTH IP’, the Thamesville derailment, and the crash of SR 111. However, 
there remains a certain confusion within the mainstream media and the general public. 
TSB investigators are often mistaken as Transport Canada employees. A recent poll 
conducted for the Air Travel Complaints Commissioner suggests that a high degree of 
public confusion exists about the role of each agency operating within the transportation © 
portfolio. Therefore, to improve Canadians’ recognition of the TSB, there will be a 
continuing effort to fine tune its communication efforts towards the mainstream media 
and the general public. 


With its limited resources, the TSB is unable to do all the work that it believes should be 
done. Some accidents are not investigated. Some failures that could lead to safety 
improvements may not be identified. The timeliness of the TSB’s reports is very difficult 
to improve. 


However, in the past few months the TSB has undertaken a change process. Work is 
currently underway to conduct a self-assessment which will then lead to a strategic 
planning exercise. All TSB outputs will be reviewed to determine whether they 
effectively contribute to the desired strategic outcomes. This exercise will help the 
organization establish a solid framework for resource planning and allocation, and 
facilitate operational decision making to ensure that the best possible results are achieved 
with the resources available. 


Performance Indicator 


National and international recognition of the Board as an 
authoritative and independent resource in the area of 
transportation safety. 


Our Accomplishments: 


The TSB is very well recognized at both the 


national and international levels. A number of The TSB provides accident 
memoranda of understanding have been } investigation services relating 
negotiated to facilitate cooperation with other to short-line railways to the 
Canadian organizations. These organizations provinces of Alberta and 


recognize the professionalism and expertise of the Ontario. 
TSB in its field of competence and have come to 
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rely on the TSB’s findings. This recognition transcends the federal and provincial 
jurisdictions. For example, at the request of the provincial government the TSB has 
successfully conducted an investigation into a short-line railway accident in Alberta. The 
TSB also provided specialized assistance in human factors to assist in the investigation of 
a mining incident in northern Ontario. 


The Canadian transportation industry has also developed a high level of confidence in the 
work of the TSB. This is demonstrated by numerous invitations to present papers and to 
participate in various conferences and technical meetings related to transportation safety. 
Examples include the Canadian Safe Boating Council Symposium, the Canadian Aviation 
Safety Seminar, Aerospace 2000, the Millennium Transportation Conference, the 
National Association of Chief Coroners and Chief Medical Examiners conference, and 
meetings of the Railway Association of Canada, the Canadian Energy Pipeline 
Association, the Canadian Emergency Preparedness Association, the Canadian Marine 
Advisory Council, the Northern Air Transport Association, the Air Transport Association 
of Canada and many others. 


The TSB is also recognized for its 
contribution to safety by people and 
organizations outside the transportation 
industry. OHS Canada, a reputable 
magazine devoted to occupational health 
and safety issues, recently published a 
feature article on the TSB outlining the 
TSB’s expertise, timely release of findings, 
investigative techniques and independence. 


“Tt will be investigated by what is 
widely considered to be one of the 
world’s half-dozen best and most 


sophisticated accident investigation 
bodies: the TSB.” 


Quote from OHS Canada magazine, July 2001 


The TSB’s engineering facilities continue to be of particular interest to officials from 
government, industry and academia. A number of visits and briefings were provided to 
enhance awareness and understanding of how scientific methods and technology are used 
during TSB investigations. In particular, the TSB’s flight recorder playback capabilities 
attract worldwide attention. The Recorder Analysis and Presentation System (RAPS) 
developed by the TSB is currently in use under licensing agreement by thirteen 
government safety agencies in eight countries. This software has gained international 
recognition as a world standard for the decoding, analysis, and presentation of flight 
recorder information and is used at the world’s leading flight recorder laboratories. 
Aircraft manufacturers and others in the aviation safety industry have shown increasing 
interest in RAPS. The TSB has therefore recently agreed to licence this software to a 
private enterprise, thereby permitting commercial exploitation of the product and 
ensuring its long-term viability. 
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The Integrated Safety Investigation Methodology training program developed by the TSB 
has drawn considerable interest amongst other safety organizations within and outside of 
Canada. Numerous requests have been received for participation in these training 
sessions. Although the TSB is not in the business of providing training to others, vacant 
seats in the investigator training sessions have been offered to representatives of other 
transportation safety agencies. To date, participants from Transport Canada, the United 
States, New Zealand and the Netherlands have benefited from this training program. The 
academic world has also expressed interest in the TSB methodology. 


The TSB’s integrated process for investigating human factors has influenced or been 
directly applied by other organizations in the development of their own internal models of 
investigation. The International Maritime Organization (IMO) used the process as a basis 
for their model of investigating for the human elements in marine casualties. The model 
provided a construct for Nav Canada in their development of an internal investigation 
methodology. Laurentian University has also used the TSB methodology in its research 
and development work—to apply it in the understanding of human factors in industrial 
occurrences other than transportation. 


The TSB has also received numerous requests for information and assistance from 
foreign countries. New Zealand and Australia have consulted with the TSB in their work 
to ensure their readiness for a major aircraft accident. Taiwan, Italy and the Netherlands 
have consulted with the TSB on the establishment of an independent transportation safety 
organization for their countries. 


The TSB actively supports the work of two organizations of the United Nations: the IMO 
and the International Civil Aviation Organization (ICAO). The TSB has participated in 
the delivery of marine accident investigation courses sponsored by the IMO, given 
annually to developing country and industry representatives at the International Maritime 
Academy at Trieste, Italy. TSB staff have regularly supported the Canadian delegation to 
the IMO Maritime Safety Committee, Flag State Implementation Sub-Committee, and 
Navigation Safety Sub-Committee meetings. The TSB also participated actively in the 
IMO-sponsored Voyage Data Recorder Working Group and the international Future 
Flight Data Collection Committee. 


The TSB also participates in such international associations as the International 
Transportation Safety Association, the Marine Accident Investigators International 
Forum, the International Society of Air Safety Investigators, the International Ergonomics 
Association, and the Flight Safety Foundation. 
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3.2.3 Swissair Flight 111 (SR 111) Investigation 


The crash of SR 111 has resulted in the most complex transportation accident 
investigation ever undertaken in Canada. Since the accident, TSB staff have worked 
tirelessly on this investigation. 


Performance Indicators 


Reduction in risks to persons, property and the 
environment through the use of investigation findings 
by governments and industry. 


Public access to safety information and 
recommendations 


Satisfaction with quality and timeliness of findings and 
recommendations. 

Awareness by Canadians of the Board’s role in 
advancing transportation safety. 

National and international recognition of the Board as 
an authoritative and independent resource in the area of 
transportation safety. 


Our Accomplishments: 


This single investigation has already led to significant advancements in transportation 
safety worldwide. Numerous safety deficiencies have been identified by the TSB and 
communicated publicly. Although the investigation is still ongoing, and safety 
deficiencies that may lead to safety action have yet to be fully analyzed, the TSB has, in 
the interim, communicated a number of findings and released recommendations. Twelve 
recommendations and three safety advisories have been issued to Canadian, United 
States, and European authorities, resulting in a number of safety actions to reduce risks. 
Safety actions initiated to date have an estimated cost of well over one billion dollars for 
the worldwide transportation industry. They include: 


° the removal of metalized Mylar thermal acoustical insulation blankets in some 
1500 aircraft and its replacement with other materials, 

° the review of flammability test criteria and methods used by regulatory 
authorities, 
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° the preventive inspection and repair of wiring, particularly in MD-11 and similar 


aircraft, 

° the preventive inspection and modification of pilots’ map reading lights in 
thousands of aircraft, 

° the removal of similar in-flight entertainment systems in Swissair aircraft, 

° the review by regulatory authorities of specifications for flight recorder 
recording capacity and power supply, 

° the modification of standard operating procedures for aircraft crews—to prepare 
to land immediately upon detection of smoke in the cabin, and 

° international research and development initiatives on in-flight firefighting 
issues. 


Clients are generally very satisfied with the work of the TSB on this investigation. Many 
TSB recommendations were quickly accepted by the regulatory agencies in Canada, the 
United States and Europe, due to the compelling case submitted to them. Specialists in 
the industry have also commended the TSB on its thorough work in analysing the safety 
deficiencies. News coverage of this investigation has been very positive towards the TSB 
and its work. Feedback from next-of-kin of the victims has also been very positive. 


“Tt’s amazing that they could do “The TSB has taken aviation 
that (reconstruct the wreckage). safety to heights that I had 
If that costs millions of dollars, never thought possible 

it’s worth it, every million to considering the complexity 
avoid anything like this. There and controversy surrounding 
shouldn’t be any doubt about the crash of Swissair 111.” 


that.” 

(Comments from Lyn S. Romano, 
(Comments from V. Arnmark, widow Chairman of International Aviation 
of a crash victim, in The Herald, Safety Association, August 2001) 
Halifax, December 2000) 


However, considerable work remains before the TSB can consider this investigation 
completed. A number of safety issues have yet to be fully analysed and a final 
investigation report must be issued. Costs of $50.9 million have been incurred to date by 
the Canadian government. Many Canadians do not fully understand why the TSB was 
tasked with the conduct of this investigation and why work continues so long after the 
accident occurred. On many occasions the TSB has explained its role and responsibilities 
under international agreements signed by Canada. However, more work is required in this 
area before Canadians can fully understand Canada’s obligations and the reciprocal 
arrangements where other countries would investigate Canadian aircraft accidents taking 
place within their territory. 
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3.3 Other Performance Issues to Note 


The TSB has made significant progress on the implementation of government-wide 
initiatives. This year the TSB successfully implemented the Financial Information 
Strategy. New staffing delegation instruments were negotiated with the Public Service 
Commission. Work continued to progress in preparation for the implementation of the 
Universal Classification System. Work was also undertaken on the modernization of the 
departmental Materiel Management function. 


The TSB also played an active role within the federal government small agencies 
community. TSB officials participated in a number of work groups in order to share best 
practices and to collaborate on certain projects in order to minimize costs and efforts. The 
TSB was recognized by the Treasury Board Secretariat for its leadership in this regard. 
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Section 4: Other Information 


The TSB reports publicly on all its investigations. Most TSB investigation reports 
published since 1995 are available on the TSB Internet site. The TSB also publishes 
periodic statistical reports for each one of the four transportation modes. These reports are 
also available on the TSB Internet site. Finally, the TSB publishes an annual report to 
Parliament (including detailed audited financial statements) and a periodic safety 
magazine titled Reflexions, both available in printed form upon request. 


Miscellaneous additional information is also available on the TSB departmental Internet 
site at: www.tsb.gc.ca . 


For further information you may also contact us at: 


Communications Division 
Transportation Safety Board of Canada 
Place du Centre 

200 Promenade du Portage 

4" Floor 

Hull, Quebec 

K1A 1K8 


E-Mail: communications@tsb.gc.ca 


Telephone: (819) 994-3741 
Facsimile: (819) 997-2239 
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Appendix A 
Description of TSB Investigation Process 


The TSB has the discretion to choose which occurrences to investigate. In essence, the 
TSB’s policy is to investigate the occurrences which have a reasonable potential to result 
in safety action or which generate a high degree of public concern for transportation 
safety. 


The TSB’s operating philosophy is one of openness, fairness, competence and integrity. 
Thus, investigations and public reports are designed to maximize information to advance 
safety while respecting the rights of those involved. 


Occurrence Classification Policy 


Over 3000 transportation occurrences are reported to the TSB each year in accordance 
with its reporting requirements. Practical considerations dictate that only a small 
proportion of these be investigated. While many occurrences warrant a TSB investigation 
(in that they offer potential for acquiring new knowledge of the underlying safety 
deficiencies compromising safe transportation operations), most reported occurrences by 
themselves offer little scope for adding to the TSB’s knowledge of underlying safety 
deficiencies. However, a broad examination of sets of such occurrences—involving 
similar phenomena or contributory factors—is at times warranted. 


Effective resource management and the advancement of transportation safety will depend 
upon the TSB’s timely identification of individual occurrences, as well as unsafe 
situations or conditions, with potential for significant safety payoff. To this end, the TSB 
has developed a five-level classification system. Each occurrence is classified based on a 
risk assessment process, and a decision is made whether to investigate. This risk 
assessment process continues to be applied throughout the course of the investigation, so 
that a decision may be made to stop an investigation when it becomes clear that the 
outcome would not contribute to the advancement of transportation safety. 


The primary criterion for determining if an occurrence in any mode will be investigated is 
whether such analysis is likely to lead to a reduction of risk to persons, property, or the 
environment. Other criteria include: 


° consideration of any TSB obligations or commitments under international 
agreements, assistance to the provinces or other nations, etc., 
° consideration of the degree of public expectation of a TSB investigation. 
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The complete occurrence classification policy and the detailed considerations for the 
assessment of risk are described on the TSB Internet site. 


Investigation Process 
Field Phase 


The number of investigators deployed to an occurrence site to conduct an investigation 
varies from one investigator for a relatively straightforward investigation to upwards of 
20 to 30 for a major investigation.” The field phase can last from one day to several weeks 
or more. In all cases, an investigator-in-charge is appointed to lead the investigation. 
Generally, the field phase includes examination of the occurrence site, field examination 
of the equipment, vehicle or wreckage, witness interviews, the collection of pertinent 
documents and the selection and removal of specific wreckage items for further 
examination. 


Post-Field Phase 


A large number of activities take place from the time that the investigation team returns 
from the occurrence site until the investigator-in-charge produces the initial draft report. 
This phase can take up to six months depending on the size and complexity of the 
investigation. The following are activities that may be conducted during this phase: 


¢ collection and examination of all pertinent Transport Canada / National Energy 
Board, company, vehicle and other local, national and international records; 

¢ interviews with company and Transport Canada / National Energy Board personnel; 

¢ laboratory examination of selected wreckage; 

¢ readout and analysis of recorders; 

* statistical analysis; 

¢ human performance information; 

* simulation work; and 

* review of autopsy and toxicology reports. 


The investigator-in-charge, with the support of other investigators on the team, is 
responsible for collating and analysing all the information collected and for producing a 
draft report. 


Note: The investigation of SR 111 is outside the scope of the normal process, and at the height of 
the activity, the TSB investigator-in-charge was directing or coordinating the efforts of 
approximately 4000 government employees, contractors and volunteers. The field phase for this 
investigation extended well beyond the one-year mark. 
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Report Production 


The draft investigation report is reviewed by the Board and may be accepted as the 
Board’s draft report, amended or returned for further staff work. Once approved, the 
Board’s draft report is sent on a confidential basis to designated persons for review and 
comment. Comments received from reviewers are considered by the Board and may result 
in changes to the report. This process ensures both the fairness and the accuracy of the 
report. The investigation report is then finalized, printed and released to the public. The 
TSB performance standard is to release reports within one year of the date of the 
occurrence. However, investigation reports for major, very complex or unusual 
investigations may take longer. 


Key Safety Issues List 


The TSB investigates and analyses specific accidents and incidents. It also monitors 
general trends and emerging safety issues, and maintains lists of significant safety 
concerns. There are a number of areas where the risk to safety is sufficient to warrant 
extra efforts by the transportation industry and government, to address these risks and 
reduce further accidental losses. The TSB believes that by working together, participants 
in the Canadian transportation community can reduce or eliminate the safety deficiencies 
associated with these key safety issues. Each year, in conjunction with its Annual Report, 
the TSB reports this list of significant safety issues to Parliament. The most recent list of 
key safety issues is accessible on the TSB Internet site. 


Sas a 
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Appendix B 
TSB Cooperation / Interaction 


Foreign Govt. 
Agencies 


International 
Agencies Other Govt. 
Dept. 
Sot 
Regulators Coy 
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Appendix B 
TSB Cooperation / Interaction (Federal Government) 


National 

Defence 
Fisheries and Transport 
Oceans Canada 


National 
<> Energy Board 
Environment 
Canada HRDC - Labour 
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Appendix C 
Transportation Safety Statistics 


The statistics provided in this appendix are extracted from Chapter 4 of the Transportation in 
Canada 2000 Annual Report published by Transport Canada. More comprehensive information is 
available in that publication. 


The following table presents the statistics on transportation occurrences by mode, including 
comparisons with the five-year averages. Taking into account the level of activity in each mode, 
the accident rates for 2000 continue to exhibit a general downward trend. 


Transportation Occurrences by Mode - 2000 Versus Previous Five-Year Average (1995-1999) 


Accidents 

2000 

Five-Year Average 
Fatalities 

2000 

Five-Year Average 
Incidents 

2000 


Five-Year Average 


The following table presents data on accident rates by mode for the current year, as well as the 
five-year average. Keeping in mind that each has its own inherent limitations, these aggregate 
measures of activity provide a general point of reference. 


Accident Rates in Transportation - 2000 versus Previous Five-Year Average (1995-1999) 


Accidents 
2000 


Five-Year Average 


': Per 100 000 hours flown (Canadian-registered aircraft only) 
*: Per 1000 commercial vessel trips 
>: Per million train-miles 
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Appendix D 
Financial Performance 


Financial Performance Overview 


The TSB started the year with authorities of $24.1 million. Supplementary Estimates and 
Governor General Warrants in the amount of $6.3 million were then approved for the 
carry-forward of the previous year’s lapse, collective bargaining adjustments and for the 
extraordinary costs of the SR 111 investigation. Transfers in the amount of $0.5 million 
were also made from Treasury Board votes, thereby increasing total authorities to $30.9 
million. In 2000-2001 the TSB spent $30.1 million of its $30.9 million total authorities. 
The lapse of $0.8 million is primarily due to lower spending than anticipated on the 

SR 111 investigation. 


The total expenditures of the TSB, minus SR 111, represent an approximative cost of 
$0.86 per Canadian citizen. With SR 111 investigation costs included, the number rises to 
$0.98 per Canadian citizen. For this amount, Canada maintains the capability to 
investigate major failures in four different modes of the national transportation system. 


Figure 8 


Use of Financial Authorities (millions of dollars) 


0.80 
E . REESE, 1 
Cost of Regular CostofSR111 Lapse of SR111 
Operations Investigation Funds 
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Financial Table 1: Summary of Voted Appropriations 


This table explains the way Parliament voted resources to the TSB. 


Financial Requirements by Authority ($ millions) 


2000-2001 
Planned Total 
Spending Authorities Actual 
Spending 


Canadian Transportation Accident 
Investigation and Safety Board 


Operating expenditures 


Contributions to Employee Benefit 
Plans 


fat Be Total Department 


Total Authorities are Main Estimates plus Supplementary Estimates plus other authorities. 


Note: Total Authorities and Actual expenditures are significantly higher than Planned Spending due to 
the SR 111 accident investigation and new collective bargaining obligations. 
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Financial Table 2 : Comparison of Total Planned Spending to Actual Spending 


This table explains, in a government-wide standardized fashion, the way resources are 
used by the TSB. 


Departmental Planned versus Actual Spending ($ millions) 


2000-2001 


Planned Total Actual 
Business Line Spending Authorities Spending 


Staff in Full-Time Equivalents 


Operating 


Capital 

Total Gross Expenditures 

Less: 

Respendable Revenues 

Total Net Expenditures 

Other Revenues and Expenditures 


Non-respendable Revenues 


Cost of Services Provided by 
Other Departments 


Net Cost of the Program 


Note: Total Authorities and Actual expenditures are significantly higher than Planned Spending due to 
the SR 111 accident investigation and new collective bargaining obligations. 
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Financial Table 3: Historical Comparison of Total Planned Spending to Actual 
Spending 


This table provides an historical perspective on how resources are used by the TSB. 


Historical Comparison of Departmental Planned versus Actual Spending ($ millions) 


2000-2001 


Actual Actual 
1998- 1999- Planned Total 
1999 2000 Spending Authorities Actual 


Canadian Transportation 
Accident Investigation and 5/3 39H 24.1 
Safety Board 

Total 57.3 39.1 24.1 


Total Authorities are Main Estimates plus Supplementary Estimates plus other authorities. 


Note: Total Authorities and Actual expenditures are significantly higher than Planned Spending due to the 
SR 111 accident investigation and new collective bargaining obligations. 


Figure 9 


TSB Historical Spending 


70.0 
60.0 
50.0 
40.0 
30.0 
20.0 
10.0 

0.0 


Million of dollars 


96-97 97-98 98-99 99-00 00-01 


Year 


m Regular operations & SR111 investigation 


In 1998-1999, 1999-2000 and 2000-2001 spending is much higher due to SR 111 
investigation costs of $34.0 million, $13.4 million and $3.6 million, respectively. 
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Appendix E 
Internet Addresses of Other Organizations Involved in Transportation Safety 


More information on transportation safety in Canada is available from other federal 
government agencies who also play a role in this area. The Internet addresses for the main 
organizations are as follows: 


STANSPOLiG allaGa mins cement oct nik Goat Sly aed a hae i www.tc.gc.ca 
MavionaWenerevshOardin. ()4o\ meee fi ,er 5. See ea aoe Mie «Ae Roce: www.neb.gc.ca 
Fisheries and Oceans --Canadian Coast Guard) )....4...... 20806 ¢« 6 oe WWW.CC8-£CC.gC.Ca 
Gana dials ans pOLtallOm: ACETIC Varweiiehy cis sanehani ten nora back aias ae www.cta-otc.gc.ca 
OVA anadlanuvlOunted: PONCE stk... cucintenseresdeen tea oute vie uce eae eos 6 Www.rcmp-grc.gc.ca 
Hllinanuccsources: Development Canadas 42s. cued dua ck cee te www.hrdc-drhc.ge.ca 
IN ALON An CLC Tc CAIN gre rin Ae nis ae oa Ss ee, POSE, Ee ae Mies Oe aie www.dnd.ca 


More information on transportation safety in selected countries is available on the following 
Internet sites: 


United States 


Nationdls transportation: salcty-50atd. =. tee eerie a se sa ee www.ntsb.gov 

edera PA ViallOnvAGIMinisttatlOla aac orceiacras oe- «qs vee ate cee, cares ee www. faa.gov 
Australia 

NUS aha transport oatety Bureau hoc. cso. 2. BOR re ww.atsb.gov.au 
France 

Bureamenquetes accidents: 44... 2% eas. -siteleuh tae o clans Reon ww.bea-fr.org 
United Kingdom 

itAcciCents Layvestioation. Blanch eas ax.¢soard Ghar & noel eats ww.aaib.dtlr.gov.uk 

Natine AcclaentsInvestigatlon. Blanc) a. ecm tomer. ee www.maib.dtlr.gov.uk 
International 

IntermationalCivilvA ViauOn OTOaniZa lOO Meer Baa tes bles pete ena ww.icao.int 

infemational Maritime OreaniZauons ty, 7 eae. ee oo oe aia ee ee ww.imo.org 

International Transportation Safety Association .............. ww. itsasafety.org/itsa 
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Canada 


Improved Reporting to Parliament 
Pilot Document 


Each year, the government prepares Estimates in support of its request to Parliament for 
authority to spend public monies. This request is formalized through the tabling of 
appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an 
overview of total government spending in Part I, the documents become increasingly more 
specific. Part II outlines spending according to departments, agencies and programs and 
contains the proposed wording of the conditions governing spending which Parliament will be 
asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information 
with a focus on outcomes. 

The Departmental Performance Report provides a focus on results-based accountability 

by reporting on accomplishments achieved against the performance expectations and results 
commitments as set out in the spring Report on Plans and Priorities. 

The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual 
budget planning and resource allocation priorities. In combination with the subsequent 
reporting of financial results in the Public Accounts and of accomplishments achieved in 


Departmental Performance Reports, this material helps Parliament hold the government to 
account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2001 
Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 

Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/15-2001 
ISBN 0-660-61736-6 
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Foreword 


In the spring of 2000 the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada’. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting of results through ministers to Parliament and citizens. Earlier this year, 
departments and agencies were encouraged to prepare their reports following certain principles. 
Based on these principles, an effective report provides a coherent and balanced picture of 
performance that is brief and to the point. It focuses on results — benefits to Canadians — not on 
activities. It sets the department’s performance in context and associates performance with 
earlier commitments, explaining any changes. Supporting the need for responsible spending, it 
clearly links resources to results. Finally the report is credible because it substantiates the 
performance information with appropriate methodologies and relevant data. 


In performance reports, departments strive to respond to the ongoing and evolving information 
needs of parliamentarians and Canadians. The input of parliamentarians and other readers can do 
much to improve these reports over time. The reader is encouraged to assess the performance of 
the organization according to the principles outlined above, and provide comments to the 
department or agency that will help it in the next cycle of planning and reporting. 


This report is accessible electronically from the Treasury Board of Canada Secretariat Internet site: 
http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 

Comments or questions can be directed to this Internet site or to: 

Results Management and Reporting Directorate 

Treasury Board Secretariat 

L’Esplanade Laurier 

Ottawa, Ontario, Canada 

K1A ORS 

Tel.: (613) 957-7167 — Fax: (613) 957-7044 
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President of the Treasury Board 


Message from the President 


[ am pleased to table the Performance Report of the Treasury 
Board of Canada Secretariat for the period ending 
March 31, 2001. 


This report outlines the key results achieved by the Treasury 
Board of Canada Secretariat during the 

2000-01 fiscal year. Throughout these 12 months, the 
Secretariat made great strides in carrying out our mandate as 
a management board, as set forth in Results for Canadians: A 
Management Framework for the Government of Canada. Our 
Six major initiatives for change were in the areas of citizen- 
centred service delivery, Government On-Line, modern 
comptrollership, improved reporting to Parliament, program 
integrity, and developing an exemplary workplace. 


I am very proud of the many results we have achieved in these areas. It would be impossible 
to list them all here, but I think that it is important to name a few significant milestones of the 
last fiscal year. 


As of March 31, 2001, the Government of Canada signed infrastructure agreements with all 
provinces and the Yukon that will help improve the lives of citizens across the country. We 
put in place a five-part work plan for Government On-Line and funded 25 departmental 
electronic service delivery projects, an important step towards our goal of making services 
available to Canadians on-line. The government also successfully completed the pilot project 
for modern comptrollership, an initiative that ensures the sound management of public 
resources and provides support for effective decision making. Treasury Board Ministers 
approved our business plan to roll out modern comptrollership government-wide over the 
next three years. 


The Public Accounts of Canada for 1999-2000 were tabled in the House of Commons earlier 
in the reporting cycle than at any time in the past 30 years. And last, but certainly not least, 
we took concrete action to make the Government of Canada an exemplary workplace, among 
other ways, by endorsing the Embracing Change in the Federal Public Service Action Plan. 


This report, like those from other departments and agencies, is an essential part of the 
government’s overall commitment to a more open relationship with the public. It highlights 
the work that we have accomplished through building and fostering relationships with our 
many stakeholders. It celebrates the accomplishments of the dedicated, professional, values- 
driven men and women who work in the Treasury Board of Canada Secretariat. And it proves 
to the partners we work with and the public we serve that we are committed to responsible 
spending, innovation, transparency and the achievement of concrete results. 


I invite you to read this document and judge for yourself how well our achievements measure 
up against our objectives. 


Musas lard 


Lucienne Robillard 
President of the Treasury Board 
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Treasury Board of Canada Secretariat Performance Report 


Operating Context 


The publication in 2000 of Results for Canadians: A Management Framework for the 
Government of Canada has shaped the work of the Treasury Board of Canada Secretariat 
(the Secretariat) and steered it in new directions. Results for Canadians sets out a 
framework for management in the Government of Canada and an agenda for change in 
the way that departments and agencies manage and deliver their programs and services. 
The framework 


e recognizes that the federal government exists to serve Canadians, focusing all of its 
activities, programs and services on the needs of citizens; 


e highlights the importance of high ethical standards and values in the conduct of 
public business; 


e places the achievement of results and demonstrable accountability for that 
achievement at the core of government management principles; and 


e promotes responsible spending through discipline, due diligence and value for money 
in the use of public funds. 


The Secretariat has undertaken six major change initiatives within the framework to 
guide federal government departments, and itself, in implementing the new management 
framework. These include citizen-centred service delivery, Government of Canada 
On-Line, modern comptrollership, improved reporting to Parliament, program integrity 
and developing an exemplary workplace. 


Progress in the six major change initiatives can be found in the following section of the 
report. 


Treasury Board of Canada Secretariat Performance Report 


Performance in Support of the Management Board 


The Secretariat provides leadership and facilitates the creation 
of an environment to make the vision of Results for Canadians 
a reality. The management framework set forth in Results for 
Canadians and the 1997 announcement that the Treasury Board 
will be the management board of the Government of Canada 
has had profound implications for the Secretariat itself. 


The Secretariat has the responsibility of leading by example 
and clearly demonstrating to other departments and agencies 
that it is being managed by the four principles set forth in 
Results for Canadians. Consequently, its strategic planning 


Frank Claydon 0 F : 5 
Secretary of the Treasury Board P©OCess and subsequent performance reporting is being reviewed. 


and Comptroller General of Canada ~The goal is to focus on the results provided to Canadians and 
link resources to these results to provide evidence of the responsible spending of public 
funds. 


The Secretariat is realigning its management and reporting structure to focus on strategic 
outcomes, which are the long-term benefits provided to Canadians. This realignment will 
be presented in the 2002—03 Report on Plans and Priorities. This report remains 
organized along the existing business lines and strategic outcome structure depicted in 
Figure | on page 7. 


This report can only highlight milestones and 
activities as precursors to results; the Results for Canadians 
realignment towards a more citizen-centred and 
results-based structure should allow future 

reports to provide more concrete evidence of wy Citizen-centred Service Delivery 


results. y Government of Canada On-Line 


Major Change Initiatives 


Although this transition is ongoing, the y Modern Comptrollership 
Secretariat has made significant steps forward 
this past year towards achieving the six major 
change initiatives outlined in Results for 
Canadians, as described below. 


¥y Improved Reporting to Parliament 
y Program Integrity 


y Developing an Exemplary Workplace 


1) Citizen-centred Service Delivery 


The Government of Canada has developed an integrated “‘citizen-centred” service 
improvement strategy, shaped by detailed surveys of citizens’ needs, expectations and 
priorities for service improvement. The two key pillars of this new citizen-centred service 
strategy are improving access to government services for Canadians, and measurably 
improving service performance. 


Treasury Board of Canada Secretariat Performance Report 


To respond to the access challenge, the Service Canada Initiative was launched in 1999 to 
develop a “one-stop” service face for the government. The aim is to make it easier for 
Canadians to find and obtain government services in both official languages through their 
choice of three integrated, one-stop channels: the 1 800 O-Canada call centre, the new 
Canada Site and a network of in-person access centres across the country. 


The federal government launched the Service Improvement Initiative in May 2000, 
requiring all departments and agencies to set a target for improving client satisfaction 
with key services to the public by a minimum of 10 per cent by 2005, and to report to 
Parliament each year on targets set and the results achieved. 


In May 2000, the second Citizens First Survey was undertaken to help departments to 
measure progress in building a citizen-centred Public Service for Canadians. It will also 
enable them to adjust their strategies to increase citizens’ satisfaction with government 
services based on their input and their service improvement priorities; the results will be 
available in May 2001. 


The Secretariat is responsible for the overall national lead of the Physical Infrastructure 
Initiative, announced in the 1999 Speech from the Throne. During 2000-01, the 
Secretariat established and implemented the policy framework for the program and 
successfully concluded agreements with all provincial and territorial governments. The 
on-line information system for the program was also developed and will be implemented 
in 2001-02. Our accomplishments in terms of strategic outcomes are discussed on 

pages 14—16 and 22-23. 


2) Government of Canada On-Line 


The Government of Canada is committed to being the government most connected to its 
citizens and to using information and communications technologies to provide Canadians 
with direct, on-line access to its information and services in both official languages by 
2004. The February 2000 budget allocated $160 million over two fiscal years to design 
and launch the Government On-Line Initiative. During 2000-01, the requirements for the 
electronic platform — Secure Channel — were developed to support the on-line services 
and the achievement of the Government On-Line 2004 target. Once built, the Secure 
Channel will allow Canadians to conduct electronic transactions with the Government of 
Canada in a secure and trusted environment. 


During 2001-02, the Secretariat will focus on three key elements: building a common 
information technology infrastructure, accelerating electronic information and service 
delivery, and developing an e-government policy framework. Our accomplishments in 
terms of strategic outcomes are discussed on pages 17-18. 


3) Modern Comptrollership 


Results for Canadians identified the importance of building and sustaining an 
environment that maintains public trust and helps managers to measure results and 
consequently to manage taxpayers’ dollars more effectively. Through the leadership of 
the Secretariat and with extensive consultations and collaborations with key stakeholders, 
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both within and outside government, significant progress was achieved over the last year 
with this initiative. 


An integrated risk management framework and more effective policies on internal audit, 
program evaluation and active monitoring were developed and these were approved as 
key instruments in protecting the public interest and maintaining public trust. In addition, 
one of the government’s key initiatives to ensure the sound management of public 
resources and to support effective decision making, the Modern Comptrollership pilot, 
was completed successfully. The business case to implement Modern Comptrollership in 
all departments and agencies over the next three years was also approved. 


The Financial Information Strategy (FIS), a government-wide initiative to enhance 
decision making and accountability across government, was successfully implemented on 
schedule. Over time, this will improve organizational performance through the strategic 
use of financial and non-financial performance information. 


These accomplishments, along with improvements in other areas such as contracting and 
management of contaminated sites, are significant milestones in the realization of the 
Results for Canadians management framework. Our accomplishments in terms of 
strategic outcomes are discussed on pages 11-13. 


4) Improved Reporting to Parliament 


Canadians have a fundamental right to know what is achieved through the use of their tax 
dollars. Strengthening accountability to Parliament and to citizens is an integral part of 
the Secretariat’s agenda. 


The aim is to provide parliamentarians and Canadians with high-quality information 
about the plans and achievements of the Government of Canada. This information is key 
to implementing a citizen-focused agenda, since it allows Canadians to engage more 
effectively in understanding and shaping public policy. 


The Secretariat worked closely with the Parliamentary Sub-Committee on Improved 
Reporting to Parliament throughout its deliberations and has been acting on the majority 
of its recommendations. In addition, along with other partners it facilitated discussions 
between Parliamentary Committee chairs and senior officials with the goal of gaining a 
better understanding of their needs for balanced and comprehensive performance 
information. The Secretariat has used this information to make departmental reports more 
results-focused. 


The Public Accounts of Canada for 1999-2000 were tabled in Parliament earlier in the 
reporting cycle than at any time in the last thirty years. This improvement in reporting to 
Parliament is a major accomplishment, especially given the changes to FIS that were 
going on at the same time. Earlier reporting reflects strong stewardship and 
accountability, which leads to better and more timely decision making. Our 
accomplishments in terms of strategic outcomes are discussed on pages 11-13. 
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5) Program Integrity 


The distribution of resources between existing programs and potential initiatives must be 
balanced, so that the overall program mix achieves the right results for Canadians. 


Working in collaboration with departments, the Secretariat identified and tracked the 
pressures and critical risks for the health and safety of Canadians. In 2000-01, the 
Secretariat assessed the integrity of programs and made recommendations to the Treasury 
Board that resulted in the allocation of $1.1 billion in bridge financing in order to help 
alleviate critical risks. The impact of funding that was provided to departments in the 
previous year’s review of the integrity of programs was also monitored in order to ensure 
that the most significant risks were being addressed. Our accomplishments in terms of 
strategic outcomes are discussed on pages 9-10. 


6) Developing an Exemplary Workplace 


The movement toward citizen-focused, results-oriented government depends on the 
sustained efforts of a professional and motivated workforce. In managing an exemplary 
workplace, the focus is on the achievement of results, spending responsibly and fostering 
public service adherence to values such as integrity, transparency, respect for diversity 
and recognition of both official languages. Good human resources management achieves 
results for Canadians by ensuring that people with the right skills are on the job. 


Retention and recruitment problems were addressed to maintain a sustainable workforce. 
The implementation of the PSAC Pay Equity Settlement is on schedule, collective 
agreements were signed and the Secretariat provided assistance to functional 
communities to develop appropriate recruitment strategies for the workforce they 
support. 


There were improvements in workplace well-being as the Secretariat fostered the use of 
the Framework for Human Resources Management in the Public Service that links human 
resources management to the achievement of business results. Several departments are 
currently at various stages of implementing the Framework. Short-term improvements to 
the travel directive were introduced, such as increased recognition of family issues for 
travellers. 


The government endorsed the Embracing Change in the Federal Public Service Action 
Plan to increase representation of visible minorities in the Public Service. It committed 
itself to integrate the recommendations that focus on recruitment, retention, workplace 
well-being and cultural change into the broader human resources strategic framework 
being pursued by the Public Service. In order to support the departments and agencies in 
their efforts to implement the Action Plan, funding was approved for up to $10 million 
annually, ending in 2002-2003. In addition, the 1999-2000 Annual Report on 
Employment Equity in the Federal Public Service, was prepared and tabled during 
2000-01, confirmed that progress is being made in improving the representation of all 
designated groups. 
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It is also important to maintain a work environment that is conducive to the effective use 
of both official languages and provides equal employment and advancement 
opportunities to English-speaking and French-speaking Canadians. This is measured by 
the ability of employees to function in both official languages, the level of participation 
of Francophones and Anglophones in the Public Service, and the level of satisfaction of 
employees with regard to opportunities to work in the language of their choice in 
designated bilingual regions. The Annual Report on Official Languages, tabled in 
Parliament this past year, provides a summary of achievements in this area. Our 
accomplishments in terms of strategic outcomes are discussed on pages 19-21. 
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Figure | 


Business Lines and Strategic Outcomes 


Treasury Board of Canada Secretariat 


To support the Treasury Board as the government's management board, in partnership 
with departments, agencies, Crown corporations and other central agencies, 
in the achievement of excellence in serving the government, Parliament and Canadians. 
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Expenditures 


Expenditures for the Treasury Board of Canada Secretariat for fiscal year 2000-01 
totalled $4.2 billion. 


The largest portion (96 per cent or $4004.1 million) of these expenditures went to pay 
equity payments and contributions to Employee Benefit Plans on behalf of all federal 
government departments and agencies. The pay equity payments totalling approximately 
$3.0 billion were issued to 226,600 individuals. These payments are the result of the 
Public Service Alliance of Canada (PSAC) Pay Equity Settlement. The contributions to 
Employee Benefit plans include the employer’s share of health, income maintenance and 
life insurance premiums. Also included in this amount are payments under the Public 
Service Pension Adjustment Act of 1959 and the Special Retirement Arrangements Act, as 
well as employer costs for pension, benefits and social security plans to which local 
employees engaged outside of Canada are subject. 


The program’s seven strategic outcomes are responsible for the remaining 4 per cent, or 
$174.5 million of the total expenditure. The key performance accomplishments and 
expenditures by strategic outcome are detailed on the following pages. 


Figure 2 
Treasury Board of Canada Secretariat 
Use of Resources 2000-01 
($ millions) 


Expenditure Management and Planning $15.9 
Comptrollership 
PES. 


Information Management/Information Technology 


4 

Program $9.8 

Expenditures 3 
4% 

($174.5) $56.4 


Corporate Administration $39.5 


Total Expenditures = $4,178.6 
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Performance Accomplishments by Strategic Outcome 


Expenditure Management and Planning 


Strategic Outcome 


Expenditure Management and Planning provides Canadians with 


; ea Government-wide 
the assurance that government-wide resource allocation is 


resource allocation 


consistent with government priorities and the fiscal framework. consistent with 
Resources are analyzed on a program, department and sectoral government priorities 
basis and resource management is integrated with the and the fiscal 
government’s decision making and priority-setting process. framework 


4 


Allocation of resources in alignment with government priorities 


¥ Working in collaboration with departments, the Secretariat relat elite) 
, Ree =? ; ; allocated 
identified and tracked the pressures and critical risks regarding ee air 
. 5 o 
the health and safety of Canadians. The Secretariat held ee tes 


discussions with departments dealing with funding pressures to alleviate 
identify and assess critical risks. Based on that dialogue and its critical risks 
assessment of the integrity of programs, the Secretariat made 
recommendations to the Treasury Board that resulted in the allocation of $1.1 billion 
in bridge financing to help alleviate critical risks. 


e A number of departments and agencies obtained funding to upgrade obsolete 
information management and information technology hardware and software 
components. Funding was also allocated to deal with specific pressures, such as 
helping Health Canada make critical health and safety improvements in native 
health facilities, and assisting the Immigration and Refugee Board to process 
increasing volumes of refugee claims. 


Y In keeping with its commitment to Canadians for responsible Ware yarn 
spending, advice was provided on proposals for new policy he Tressere 
initiatives and changes to existing programs. This advice Boardon 
included recommendations on conformity with government approximately 
priorities, adequate costing, identification of suitable sources of | $50 billion of 
funds, and program design issues (e.g. governance, delivery direct program 


mechanisms and accountability for results). Peete OF 
the federal 


Y Working in collaboration with departments, the Secretariat government 
ensured that accurate and timely Main and Supplementary 
Estimates were tabled in Parliament. Main Estimates approved by Parliament provide 
departments with their authorized spending levels for the fiscal year. Supplementary 
Estimates are tabled, twice a year, to increase the approved Main Estimates levels if 
required. Timely and accurate Estimates are critical to the operations of the 


government. 


Treasury Board of Canada Secretariat Performance Report 


Y As aresult of the federal election and the fact that Parliament was not in session, 
Governor General special warrants were required to ensure that spending authorities 
were in place for departments to continue serving Canadians until Parliament 
resumed in February. The Secretariat worked with departments to help them 
understand and take the appropriate measures so that the warrant process was both 
timely and effective. 


Facilitation of decision making by providing appropriate information and analysis 


Y To improve the capacity to monitor management practices and to identify concerns 
regarding the delivery of departmental programs to Canadians, the Secretariat 
established teams structured to support major federal government departments and 
portfolios. Through portfolio teams the Secretariat’s collective information, 
knowledge and experience was integrated to provide more comprehensive advice in 
support of portfolio senior management decision making. 


Figure 3 
Expenditure Management and Planning 
Use of Resources 2000-01 


$15.9 million 
9% of Program Expenditures 
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Comptrollership 


Strategic Outcome 


The publication Results for Canadians: A Management 
Framework for the Government of Canada, released in 2000, 
identified the importance of creating and sustaining an 


Management 
practices that focus 
on results and 


environment that maintains public trust and assists managers in values, integrate 

measuring results and effectively managing taxpayers’ dollars. financial and non- 
financial results 

Modern Comptrollership is a management reform focused on the information for 


sound management of resources and effective decision making. It planning and 
involves financial officers and all departmental managers, and fe RON foegie iQ 

é vat ; risks responsibly, 
goes beyond financial accountability alone. The Secretariat and provide 
provides leadership and assistance to organizations to make the appropriate systems 
structural and cultural changes needed to create and sustain of control 
modern comptrollership. This means that frameworks, policies, 
guidance, knowledge, capacity-building and extensive consultations and collaborations 
are all required to enable the concepts of modern comptrollership to become an integral 
part of all decisions and actions that are undertaken by managers and specialists. Laying a 
foundation for sound management practices, modern comptrollership will enable 
decision-makers to make appropriate choices and communicate them, which will lead to 
better service, better public policy and better results. Progress is made each year towards 
the required cultural changes and the full implementation of modern comptrollership. 


Assessing Modern Comptrollership practices | 


The Modern Comptrollership Pilot Initiative is a key element in making this cultural 
change. With the Secretariat’s help, pilot departments, began the challenging task of 
conducting comprehensive baseline assessments of their comptrollership capacities, 
which were then used with other information to develop action plans for management 
improvement. 


Y On March 31, 2001, the pilot phase of the modern comptrollership initiative was 
completed, providing pilot departments with a clear assessment of what needs to be 
done to improve modern comptrollership. During this three-year phase the number of 
participating organizations increased from eleven to fifteen; eight departmental 
comptrollership capacity checks were completed and seven others are in various 
stages of development. Of the eight improvement action plans completed, five have 
thus far been approved by departmental senior management and are being 
implemented. The success of the pilot led to a decision to extend this initiative over 
the next three years to ensure that all departments and agencies adopt modern 
comptrollership and, consequently, reap its benefits. 
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Focusing on results and costs through Modern Comptrollership 


Improving organizational performance through the strategic use of financial and 


non-financial performance information is a cornerstone of 
modern comptrollership. Quality performance information 
requires accurate data, available in a timely manner, as well 
as Supporting systems. 


J 


Did you know? 


The Public Accounts of 
Canada for 1999-2000 
were tabled in the House 
earlier in the reporting 
cycle than at any time 
over the last 30 years. 
Earlier reporting reflects 
strong stewardship and 
accountability, which 
leads to better and more 
timely decision making. 


The Financial Information Strategy (FIS), a 
government-wide initiative to enhance decision making 
and accountability, was successfully implemented in all 
government departments and agencies on April 1, 2001. 
FIS is the biggest change in government accounting and 
financial reporting since Confederation. The availability 
of accrual information provides for better decisions and 
results. 


The evaluation policy was revised as an important step in placing greater emphasis on 
evaluation as a management function and providing objective information on the 
results of programs and initiatives that affect Canadians. While it will take time to 
increase the capacity for evaluation across government, the Secretariat is establishing 
a Centre of Excellence for Evaluation to assist departments. This Centre will review 
and evaluate the policy twice during implementation: once after two years and again 
after five years. An improvement in the evaluation process will lead to better 
results-based performance information for decision making, purposes of 
accountability and reporting. 


Increasing the capacity for responsible spending and accountable management 
through Modern Comptrollership 


Key elements of this capacity are the assurance that the information used for decision 
making and reporting results is reliable and that risk management and control frameworks 
are sound. 


JV 


J 


With the Integrated Risk Management Framework, a mechanism to manage strategic 
risks, organizations can discuss, compare and evaluate substantially different risks in 
such diverse areas as policy, operations, human resources, finance, legal, health and 
safety, and environment. This framework is intended to help create an environment in 
which a continuous, proactive and systematic process is in place to understand, 
manage and communicate risk from an organization-wide perspective. 


The internal audit policy was also revised to ensure that government organizations 
incorporate internal audit results in their priority-setting, planning and decision 
making processes. The Secretariat has established a Centre of Excellence for Internal 
Audit that will help departments increase their capacity to implement this policy 
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effectively. Improved audit information will lead to better decision making and 
accountability. 


An active monitoring policy was implemented and will ensure that there are early 
warnings of any deficiencies in management practices and controls, while enabling 
departments and agencies to identify and address these expeditiously in collaboration 
with the Secretariat when required. 


Ensuring fiscal responsibility requires a careful balance between the flexibility 
required by departments to meet operational needs and the control frameworks 
required to ensure accountability, fairness and the furthering of government priorities. 
Providing this balance allows departments to implement cost savings successfully and 
improve performance. Numerous programs, policies and initiatives also contribute to 
this goal. An example follows: 


e Advance Contract Award Notices were reviewed with departments and improved 
through a series of policy changes and a new implementation guide. This will 
contribute to efficiency in the government’s contracting system while 
encouraging competition, fairness and openness in government contracting. 


Figure 4 


Comptrollership 
Use of Resources 2000-01 


$21.4 million 
12% of Program Expenditures 
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Service and Innovation 


Strategic Outcome 


Enhancing Canadians’ access to government services and 
measurably improving citizens’ satisfaction with service 
delivery are part of a government-wide service improvement 


An innovative, 
citizen-centred 
Public Service that 


strategy. This strategy is based on listening to Canadians and responds to 
focusing action on their service needs and priorities for Canadians’ priorities 
improvement. for service 
improvement and is 
committed to the 
Improved citizen access to government programs goal of delivering 
and services services that meet or 
exceed their 
Y Service Canada is the key initiative being taken by several expectations 


departments and agencies under the leadership of the 

Secretariat to improve citizen access. It seeks to create multi-channel service delivery 
in both official languages that provides Canadians with one-stop access to federal 
programs in a fast, reliable, convenient and cost-effective manner. Though it is still 
early to assess the results fully, progress was made in developing and implementing 
this initiative. 


e An additional 21 centres were opened, bringing the total number of 
in-person access centres to 122. In total, there were 161,000 in-person 
visits during 2000-01. In this first full year of operation, 92 per cent of 
those seeking information were satisfied with the overall service that 
they received at these access centres, and 80 per cent obtained what 
they needed at the first point of contact. 


e A total of 38.5 million Internet page requests were handled by the 
Canada Site in 2000-01, which is a 60-per-cent increase over the 
previous year. Under the Government On-Line Initiative, the site, 
operated by Public Works and Government Services Canada 
(PWGSC), was re-designed to make it more user-friendly and 
accessible in January 2001 as the lead for a common look-and-feel 
standard for all Government of Canada Web sites. 


e A total of 1.2 million telephone calls were made to 1 800 O-Canada 
in 2000-01, which is a 32-per-cent increase over the previous year. Of 
those seeking information via this portal, also operated by PWGSC, 

40 per cent obtained what they needed at the first point of contact, 
while the other 60 per cent were provided with a value-added referral to 
specialists in the appropriate department(s). 


Y Making the services and the involvement of the Government of Canada more visible 
to citizens is key in strengthening the links between the government and Canadians. 
The following progress was made: 


e To encourage openness and the free flow of information between Canadians and 
their government, a draft of the proposed new Communications Policy of the 
Government of Canada was developed. 
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ws ° Lo help Canadians recognize at a glance the programs, services and 
Canada activities of the Government of Canada, the Canada wordmark is 
increasingly being used as its global identifier. 


Improved citizen satisfaction with government services that are high-quality, timely, 
fair, competent and courteous. 


Y To achieve a minimum 10-per-cent improvement in the level of satisfaction that 
Canadians have with respect to government services by 2005, the three-phased 
Service Improvement Initiative was launched in May 2000. 


e In spite of a delayed start-up, the first phase of the initiative is on track. The 
development of a database of programs, services and activities offered by 
departments and agencies, as well as the identification of service standards and 
the establishment of client satisfaction baseline measures are covered by this 
initiative. All these will be part of the ongoing monitoring of progress. 


Y To measure progress toward building a citizen-centred public sector for Canadians, 
based on their input and the service improvement priorities, and to enable 
departments to adjust their strategy to increase the level of citizen satisfaction with 
government services, the second Citizens First Survey was undertaken in May 2000. 


e While the survey was completed on time, the intended October 2000 publication 
date could not be met. Preliminary results confirm that there has been 
improvement in citizens’ satisfaction with federal government services when 
compared with the results of a similar survey in 1998. The final results were 
released in May 2001. 


Government organizations that are more responsive, innovative, efficient and 
service-oriented 


/ The pursuit of innovative approaches in the delivery of government programs and 
services is important to Canadians. The Secretariat develops policies and guidance to 
support departments in pursuing innovative approaches while watching over public 
resources and the public good. 


e The development of a proposed Policy on Alternative Service Delivery (ASD) has 
been affected by the complexity of the issues involved. A companion ASD policy 
guide, an ASD practice guide and a database have been developed to help 
departments and agencies implement the new policy on ASD and will be released 
once the policy is approved. 
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Figure 5 
Service and Innovation 
Use of Resources 2000-01 


$9.8 million 
6% of Program Expenditures 
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Information Management / Information Technology 


Strategic Outcome 


The Secretariat provides frameworks, policies and guidance on a 


wide range of Information Management / Information Technology Affordable and 
(IM/IT) matters and related issues in support of electronic service responsive delivery 
delivery and the achievement of the Government On-Line (GOL) of government 
2004 target. services through the 
strategic use of 
information 
A strategic Government of Canada IM/IT infrastructure management and 


that provides a secure and trusted environment to conduct information 
business with citizens and the private sector technology 


To realize the full potential of the Internet, Canadians need to know that they can engage 
in electronic transactions with the same degree of trust they have in paper-based 
transactions. 


/Y The common requirements for the electronic platform (known as the “Secure 
Channel’’) were developed. Once built, the Secure Channel will provide a range of 
services, such as application integration, security and authentication, messaging, 
directories, network and architecture, that will allow Canadians to conduct electronic 
transactions with the Government of Canada in a secure and trusted environment. 


Y Business models were developed to address privacy concerns in the delivery of 
electronic services and a Privacy Impact Assessment Tool was put in place to help 
departments identify privacy requirements or concerns in electronic services delivery 
projects. 


Successful adoption of integrated IM/IT frameworks to 
manage assets and risks, guide on line service delivery 
investments and set standards 


A framework and investment strategy were put in place to accelerate the transformation 
and integration of services for citizen-centred on-line delivery and to support federal 
departments in their on-line activities: 


Y A total of $59.1 million was invested in 25 projects to accelerate the transformation 
of the most commonly used, high-volume services aimed at on-line individuals, 
businesses and clients outside Canada. (The “Pathfinders” are described on the Web 


site at the following address: www.gol-ged.gc.ca.) 


Y The framework (known as “the gateway and cluster blueprint”), which gathers 
and clusters government information and services into three main gateways and 
35 subject/client groupings, was developed and served as the basis for the redesigned 


Canada Site launched in January 2001. 
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Y “Common Look and Feel” standards were developed and approved by ministers and 
the Common Look and Feel toolkit was made available to departments and the 
private sector via the Internet. The Web Accessibility Testing Service was also made 
available to departments. 


A world-class IM/IT workforce 


Attracting and retaining IM/IT professionals in a tight labour market 1s a priority for the 
Government of Canada. Actions have been taken to sustain a world-class IM/IT 
workforce and ensure the skills base required for service improvement and Government 
On-Line. 


v The renewal of the government’s IM/IT community was supported by launching 
development programs to prepare professionals for middle and senior management 
positions and to prepare administration employees for IM/IT careers. Competency 
profiles were developed for IT positions. 


Figure 6 
Information Management / Information Technology 
Use of Resources 2000-01 


$25.3 million 
14% of Program Expenditures 
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Human Resources Management 


As the employer for the Public Service of Canada, the 
Secretariat has focused its efforts chiefly on the productivity and 
sustainability of the workforce. The following accomplishments 
have increased the capacity of the Public Service to deliver 
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Strategic Outcome 


A Public Service that 
is results-driven, 
values-based, 
representative, 


improved services to Canadians over this past year. learning and among 


the best in the world 


Retention and recruitment problems were addressed to 
support a sustainable workforce 


Y Competitive public service salaries and benefits are key to retaining and recruiting top 
candidates. 


Twelve new collective agreements were negotiated by the Secretariat, which 
facilitated the approval of 16 bargaining mandates for separate employers. 


Work continued on preparing for classification modernization. 


The Secretariat implemented compensation-related recommendations made by the 
Advisory Committee on Senior Level Retention and Compensation in its third 
report, and is analysing the feasibility of others, including classification, flexible 
benefits and related policies. 
(http://www.tbs-sct.gc.ca/pubs_pol/partners/strong/acsIr_e.html) 


The Secretariat effectively managed seven main Insurance Benefit plans that 
cover over one million people; it also implemented the Pensioners Dental 
Services Plan, established a Trust for the Public Service Health Care Plan, and 
designed plans for judges and senators. 


A new Public Sector Pension Investment Board began on April 1, 2000, to 
manage the government and employee contributions of over $2.5 billion made 
annually to the pension funds of the federal Public Service, the Canadian Forces 
and the RCMP. 


The Public Service Alliance of Canada (PSAC) Pay Equity Settlement was 
implemented in strategic partnership with Public Works and Government Services 
Canada (PWGSC), Canada Customs and Revenue Agency (CCRA), PSAC, 
departments and other stakeholders. This involved paying approximately 

$3 billion to some 226,000 recipients covering a fifteen-year retroactive period. 


/ The Secretariat encouraged and sponsored community secretariats to address specific 
recruitment and retention issues for their particular functional areas (e.g. IM/IT). 


Treasury Board of Canada Secretariat Performance Report 


Promoting cultural change and improving workplace well-being 


v 


The goal of government is a Public Service that 1s representative of 
Canadian diversity, reflects the interests and values of all Canadians | ethics Web site at 


and has integrated official languages as a fundamental value. http://www.tbs- 
sct.gc.ca/veo- 
bve/home_e.asp 


Visit the values & 


e The Task Force on the Participation of Visible Minorities in the 
Federal Public Service presented its Action Plan in April 2000. 
The recommendations focus on recruitment, retention, workplace well-being and 
cultural change. Funding has been approved for up to $10 million annually, 
ending in 2002-03. 


e The 1999-2000 Annual Report on Employment Equity was prepared and tabled in 
Parliament during 2000-01. It confirmed that progress is being made in 
improving the representation of all designated groups across the Public Service. 


e The second Employment Equity Positive Measures Program (EEPMP) Annual 
Report covering fiscal year 2000-01 was prepared. It highlights results and best 
practices in projects funded by the EEPMP. 


e The Secretariat has strengthened the communication between the official 
language minority communities in the regions and senior departmental officials 
by holding advisory network meetings in which representatives of official 
language minority communities participated. In partnership with the Fédération 
des francophones de la Colombie-Britannique, the Office of the Commissioner of 
Official Languages and federal departmental officials from British Columbia, it 
has initiated a pilot project to sensitize managers in bilingual offices with the aim 
of improving both the quality of language services offered to the public in the two 
official languages and the communications between the community and federal 
institutions. Finally, it led audit activities in seven airports and one hundred 
service points in federal institutions in various cities in Canada. The reports were 
published and can be found on the following Web site: http://www.tbs- 
sct.gc.ca/ollo/english/publication/audits/dates/200 |. htm! 


To enhance work-life balance in the Public Service, the Secretariat began to revise 
relevant policies to help meet employees’ needs throughout their career and into their 
retirement. For example, the telework policy may be particularly important to parents 
of young children and improvements to the travel directive were introduced in 
recognition of family issues for travellers. 


By linking human resources management to the achievement of business results, the 
Framework for Human Resources Management in the Public Service fosters 
improved organizational performance. There are certain practices in human resources 
management that contribute to high performance in organizations and the framework 
provides departments with the tools to measure their progress. Nineteen medium to 
large departments are currently at various stages of implementing this Framework, an 
increase of five over the previous fiscal year. 
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Y The Federal Public Sector Youth Internship Program was renewed on a permanent 
basis and successfully re-launched. The Program is now delivered in partnership with 
the YMCA through a contribution agreement. In 2000-01, about 1,500 potential 
internships were identified in federal organizations and over 750 young interns 
benefited from these. Approximately 50 per cent of these interns are youth at risk 
who receive pre-internship training and benefit from regular contacts with a YMCA 
counsellor. Details on this program can be found on page 24. 


Figure 7 
Human Resources Management 
Use of Resources 2000-01 


$56.4 million 
32% of Program Expenditures 
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Infrastructure — National Office 


This office is responsible for the overall national lead of the Strategic Outcome 


Physical Infrastructure Initiative, announced in the 1999 Speech 
from the Throne. 


Physical 
infrastructure 
investments that 


This new initiative has been designed to be more results-oriented |} enhance the quality 


and accountable, in line with Results for Canadians. of Canada’s 
Infrastructure Canada addresses the weaknesses of its environment or 
predecessor program, as identified by the Auditor General. support long-term 


Agreements with all provincial and territorial governments are 
consistent with this new design and all projects approved in this 
program are required to report on the results achieved. 


economic growth or 
improve community 
infrastructure, and 
that introduce best 
technologies, new 


Implementing Infrastructure Canada 


J 


approaches and best 
practices where 
feasible 


The municipal component — Infrastructure Canada — is the 
first part of this initiative to be implemented. During 2000-01, the Secretariat 
established and implemented the policy framework for the program, and successfully 
concluded federal, provincial and territorial agreements with all provinces and with 
the Yukon Territory. As well, the First Nations component of the program was 
initiated. These agreements include federal contributions totalling $2.05 billion over 
five years. In addition, the Secretariat concluded a contribution agreement with the 
Federation of Canadian Municipalities and the National Research Council on the 
production of a National Guide to Sustainable Municipal Infrastructure: Innovations 
and Best Practices. This agreement will make a major contribution to municipal 
infrastructure development across Canada. 


With respect to federal co-ordination for the program, Infrastructure — National Office 
has appointed all federal co-chairs for each federal, provincial and territorial 
management committee, and has established national guidelines to ensure consistency 
in the delivery of this program across Canada. 


The Secretariat developed the on-line information system for the program as a whole, 
making it the focal point of program administration. Municipalities are able to apply 

on-line, projects can be approved and tracked, and all payments can be made in “real 

time.” The information system was implemented in the fall of 2001. 
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Figure 8 
Infrastructure - National Office 


Use of Resources 2000-01 


$6.2 million 
4% of Program Expenditures 
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Reporting on Government-wide Initiatives 


Modernizing Comptrollership 
Implementation of Modern Comptrollership at the Secretariat 


Y A demonstration project for integrated planning and reporting was conducted in 
Corporate Services Branch. An improved business planning process was launched 
within the department and the proof-of-concept phase for business intelligence 
technological tools was completed. Additionally, a departmental planning network 
was established to develop an integrated strategic planning framework. Work towards 
overall improvement in these inter-related areas continues and will progress in the 
coming years. 


Transfer Payments A 
The Federal Public Sector Youth Internship Program a 
Youth 


Internship Program 
http://www.tbs-sct.gc.ca/yip- 
psj/english/whatisit.html 


This program was renewed on a permanent basis and 
successfully re-launched, so that unemployed and 
underemployed youth continue to have a chance to get 
valuable work experience, make business contacts and develop their resumes. 


Y Revised terms and conditions were approved by the Secretariat in June 2000 and a 
contribution agreement with the YMCA was signed in September 2000. 


Y At the end of March 2001, over 1,500 internship opportunities had been identified in 
host departments, agencies and Crown corporations for 9-month or 12-month terms 
and over 750 young interns had been placed. Interns benefited from improved youth 
support services. 


Y Although planned spending had been estimated at $20 million for 2000-01, the 
negotiation of new terms and conditions of the contribution agreement with a new 
partner delayed the start-up of the program. Intern recruitment and hiring only began 
in the fall and less than $9 million was spent in fiscal year 2000-01. 
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Sustainable Development Update 


The fiscal year 2000-01 was a period of transition for sustainable development activities 
within all of government, including the Treasury Board of Canada Secretariat. During 
this period, activities in support of the first TBS sustainable development strategy (SDS) 
were being completed and the new strategy for the three-year period 2001-03 was being 
developed. 


Progress is being reported on the commitments identified in the 2000-01 Report on Plans 
and Priorities (RPP) rather than on the specific commitments contained in the first 
sustainable development strategy. As such, while the reported progress still supports the 
goals contained in the first SDS, there is no direct correlation. For next year, reporting 
will be fully aligned, since the SDS commitments were incorporated into the 2001—02 
RPP2 


The Secretariat’s commitment to sustainable development was strengthened during the 
past year by the appointment of the Assistant Secretary, Economic Sector, as the 
Secretariat’s Champion for Sustainable Development. This appointment has served to 
provide a senior leadership focus on SD and has also resulted in the inclusion of SD in 
the discussions and deliberations of various departmental committees. 


Appendix D highlights progress on the commitments made in the RPP, as well as other 
significant contributions during the period, that support the Secretariat’s objectives in 
sustainable development. 
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Financial Performance 


Table 1: Summary of Voted Appropriations 


Table | details resources voted by Parliament and the actual use of those resources by the 
Secretariat. 


Financial Requirements by Authority ($ millions) 


2000-01 
Planned Total 
Vote Spending Authorities Actual 

1 Operating Expenditures 84.6 155.6 joy oy 
2 Grants and Contributions” 235 23.9 9.3 
(S) President of the Treasury Board — Salary and 

motor car allowance* 0.1 0.1 0.1 
(S) Contributions to Employee Benefits Plans 23D 26.4 206.4 
(S) Court awards - 0.1 0.1 
(S) Refunds of amounts credited to revenues in 

previous years - - - 
(S) Spending proceeds from the disposal of 

surplus Crown Assets - - - 
5) Government Contingencies* 550.0 494.4 - 
10 Government-wide Initiatives” 134.4 6.7 - 
15 Collective Bargaining” 81.3 4.5 - 
20 Public Service Insurance 865.5 966.6 956.7 
(S) Public Service Pension Adjustment Act 0.1 0.1 0.1 


(S) Unallocated employer contributions made 

under the Public Service Superannuation Act 

and other retirement acts and the 

Employment Insurance Act. - 13.8 13.8 
(S) Payments for the pay equity Settlement 

pursuant to section 30 of the Crown Liability 

and Proceedings Act - 3,020.9 3,020.9 


Total 1,763.2 4,713.1 4,178.6 


Total Authorities include $84.6M reported in the 2000-01 Reports on Plans and Priorities plus additional funding 
of $71M as follows: $10.5M from the 2000-01 Supplementary Estimates, $37.9M in Governor General’s special 
warrants, transfers in for Collective Agreements ($2.3M) and for Government-wide initiatives ($20.9M) such as 
the Government On-Line project, the Employment Equity Positive Measures and Embracing Change Programs. 
Actual expenditures, primarily in the areas of Service Improvement Initiatives, Service Canada and EMIS were 
$4.4M less than anticipated. 


tN 


Actual expenditures were less than anticipated due to a slow start-up of a permanent Youth Internship Program. 
Planned spending is $51,658. Authorities and actual spending are $51,597. 


Centrally-financed votes reflect permanent transfers to other departments that reduced the Secretariat’s 
Authorities. The Departmental Performance Reports of recipient departments show these authorities and actual 
expenditures. 
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Table 2: Departmental Planned Spending Versus Actual Spending 
by Business Line 


Table 2 details resources (in $ millions) used by business line, in comparison to the resources 
voted by Parliament as indicated in Table 1. 


Total Less: Total 
Grants & Gross Respend- Net 
Contri- Expendi- able Expendi- 
Business Lines’ FTEs Operating Capital butions tures Revenues _ tures 
Expenditure Management and Planning 
Secretariat Operations 


(Planned Spending) 140 13.0 - - 1350 - 13.0 

(Total Authorities) 158 16.8 - - 16.8 - 16.8 

(Actuals) 138 15.6 0.3 - 15.9 - 15.9 

Centrally-administered Funds 

Planned Spending) - 550.0 - - 550.0 - 550.0 

(Total Authorities) - 494.4 - - 494.4 - 494.4 

(Actuals) - - - - - - - 
Comptrollership 

Secretariat Operations 

Planned Spending) 145 17.4 - - 17.4 0.1 Wie 

(Total Authorities) 178 22.0 - On D2 - Zou 

Actuals) 178 20.8 0.5 0.1 21.4 - 21.4 

Centrally-administered Funds 

(Planned Spending) - 85.3 - - 35.3 - 35).5) 

(Total Authorities) - 0.6 - - 0.6 - 0.6 

(Actuals) - - - = 2 = = 


Service and Innovation 
Secretariat Operations 


(Planned Spending) 41 3.9 - - 3.9 = 3.9 
(Total Authorities) 78 10.7 - 0.1 10.8 Om 10.6 
(Actuals) 72 O77 0.2 0.1 10.0 (0.2 9.8 
Centrally-administered Funds 
(Planned Spending) - 2.9 - - 2.9 - 2.9 
(Total Authorities) - 0.2 - - 0.2 : 0.2 
(Actuals) - - - - - - - 
Information Management and Information 
Technology 
Secretariat Operations 
(Planned Spending) 64 8.8 - 2 8.8 0.5 8.3 
(Total Authorities) IES) 26.0 - - 26.0 0.3 BS) Je 
Actuals) 131 24.3 1B - 25.4 0.1 2533 
Centrally-administered Funds 
(Planned Spending) - 80.0 - - 80.0 - 80.0 
(Total Authorities) - 4.0 . : 4.0 - 4.0 
(Actuals) = = = S = > - 
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(Table 2, cont’d.) Total Less: Total 
Grants & Gross’ Respend- Net 
Contri- Expendi- able Expendi- 
Business Lines’ FTEs Operating Capital butions tures Revenues _ tures 
Human Resources Management 
Secretariat Operations 


(Planned Spending) 309 Syl lon - - oil 0.1 Sel 
(Total Authorities) 360 52.3 - 22-1 74.4 IAG 71.8 
(Actuals) 377 48.7 1.0 9.1 58.8 2.4 56.4 
Centrally-administered Funds” 

(Planned Spending) - 1,090.4 - - 1,090.4 113.6 976.8 
(Total Authorities) = Gb USES: - < 4,133.9 THESEO 4,020.3 
(Actuals) - 4,073.4 - - 4,073.4 69.3 4,004.1 


Corporate Administration 
Secretariat Operations 


(Planned Spending) 261 24.6 - - 24.6 - 24.6 
(Total Authorities) 305 39.0 - - 39.0 - 39.0 
(Actuals) 289 37.3 Dew - ays - 395 


Centrally-administered Funds 

(Planned Spending) = a : n . Z 2 

(Total Authorities) - 2 ° : 5 2 5 

(Actuals) - = - < = 2 2 
Special Programs — Infrastructure 

Canada Program 


(Planned Spending) - - : 
(Total Authorities) 24 SH - 1.9 7.0 . 7.6 


(Actuals) 21 5.7 0.2 0.3 6.2 - 6.2 
Total 

(Planned Spending) S60 S775 - - 1,877.5 114.3 1,763.2 

(Total Authorities) 1258 4,805.6 5 DAD EBOL NS NOS 4 Se 

(Actuals) 1,206 4,235.5 5.5 9.6 4,250.6 72.0 4,178.6 


Other Revenues and Expenditures 
Non-Respendable Revenues 


(Planned Spending) 7.4 

(Total Authorities) 7.4 

(Actuals) 8.1 
Cost of Services provided by other departments 

(Planned Spending) 129 

(Total Authorities) 14.6 

(Actuals) 14.7 
Net Cost of the Secretariat 

(Planned Spending) 1,768.7 

(Total Authorities) 4,720.3 


(Actuals) 4,185.2 


Centrally Administered Funds reflect permanent transfers to other departments that reduced the Secretariat’s 
authorities. The Departmental Performance Reports of recipient departments show these authorities and actual 
expenditures. 


is) 


Reflects statutory payments for Pay Equity settlements of $3,020M pursuant to section 30 of the Crown Liabilities 
and Proceedings Act. 
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Table 3: Historical Comparison of Departmental Planned Spending Versus Actual 
Spending by Business Line 


Table 3 provides an historical perspective on how resources are used (in $ millions) by the 
Secretariat. 


2000-01 
Actual Actual Planned Total 
Business Lines’ 1998-1999 1999-2000 Spending Authorities Actual 
Expenditure Management and 
Planning 
Secretariat Operations 102 151 13.0 16.8 15.9 
Centrally-administered funds - - 550.0 494.4 - 
Comptrollership 
Secretariat Operations et 24.7 1d.3 PAS | 21.4 
Centrally-administered funds - - 393 0.6 - 
Service and Innovation 
Secretariat Operations sya 9.0 3.9 10.6 9.8 
Centrally-administered funds - - pie) 0.2 . 
Information Technology and 
Information Management 
Secretariat Operations 18.0 prey} 8.3 pa ee | ZOD 
Centrally-administered funds - - 80.0 4.0 - 
Human Resources Management 
Secretariat Operations 81.6 79.7 i re 71.8 56.4 
Centrally-administered funds 839.5 950.4 976.8 4,020.3 4,004.1 


Corporate Administration 

Secretariat Operations 25.6 31.0 24.6 39.0 A0°5 
Centrally-administered funds - = 2 - 
Special Programs — Infrastructure 


Canada Program 
Secretariat Operations 0.8 0.6 - 7.6 6.2 


Total 998.5 1,136.4 1,763.2 4,713.1 —_ 4,178.6 


' Centrally Administered Funds reflect permanent transfers to other departments that reduced the Secretariat’s 
authorities. The Departmental Performance Reports of recipient departments show these authorities and actual 


expenditures. 
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Table 4: Revenues by Business Line 


Respendable Revenues ($ millions) 


2000-01 
Actual Actual Planned Total 
Business Lines 1998-1999 1999-2000 Revenues Authorities’ Actual 
Expenditure Management and - - - - - 
Planning 
Comptrollership 0.1 0.5 0.1 - - 
Service and Innovation - - - 0.2 OZ 
Information Technology and 0.4 0.2 0.5 0.3 Oul 
Information Management 
Human Resources Management 
Secretariat Operations 1.0 A all 0.1 2.6 2.4 
Centrally-administered Funds 67.3 50.4 113.6 LI3.6 69.3 
Corporate Administration - - - - - 
Special Programs (Infrastructure - - - - . 
Initiative) 
Total Respendable Revenues 68.8 58.2 114.3 116.7 72.0 
Non-respendable Revenues ($ millions) 
Revenue from Parking Fees 7.4 7.9 7.4 7.4 8.1 
Total Non-respendable Revenues 7.4 7.9 7.4 7.4 8.1 
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Table 5: Statutory Payments by Business Line 


($ millions) 


2000-01 
Actual Actual Planned Total 
Business Lines 1998-1999 1999-2000 Spending Authorities Actual 
Expenditure Management and Planning’ fe 9 1.8 1.8 1.8 
Comptrollership' LS 1.9 1.9 ak 21 
Service and Innovation’ 0.5 0.7 0.5 0.9 0.9 
Information Technology and Information 1.0 1.6 0.8 |e) tee 
Management’ 
Human Resources Management 
Contributions to Employee Benefit Plans 33 4.2 16.3 52 by 
Public Service Pension Adjustment Act 0.1 0.1 0.1 0.1 0.1 


Unallocated employer contributions made 

under the Public Service Superannuation 

Act and other retirement acts and the 

Employment Insurance Act - - - 13.8 13.8 
Payments for the Pay equity Settlement 

pursuant to section 30 of the Crown 

Liability and Proceedings Act - - - 3,020.9 3,020.9 


Total 3.4 4.3 16.4 3,052.0 3,052.0 


Corporate Administration 
President of the Treasury Board — Salary 


and motor car allowance 0.1 nl O21 0.1 0.1 

Contributions to Employee Benefit Plans Zot pees) pee 2.6 2.6 

Court Awards - - - 0.1 0.1 

Refunds of amounts credited to revenues 

in previous years - 0.2 - - . 
Total 2.2 2.8 2.4 2.8 2.8 
Special Programs — Infrastructure 

Canada Program’ 0.1 0.1 3 0.3 0.3 
Total Statutory Payments 9.9 133 23.8 3,061.4 3,061.4 


' Contributions to Employee Benefits Plans 
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Table 6: Transfer Payments by Relevant Business Line 


Table 6 summarizes the transfer of resources (in $ millions) to individuals or organizations. 


2000-01 
Actual Actual Planned Total 

Business Lines 1998-1999 1999-2000 Spending Authorities Actual 
GRANTS 
Human Resources Management 

Public Service Insurance’ 0.2 0.1 0.2 0.3 0.3 

Public Service Pensions” - 0.1 0.1 0.1 0.1 
Service and Innovation 

Centre Francophone d’informatisation des - - - 0.1 0.1 

organisations” 
Comptrollership 

CCAF-FCVI (formerly the Canadian 

Comprehensive Auditing Foundation)* n 0.1 f 0.1 0.1 
Total Grants 0.2 0.3 0.3 0.6 0.6 
CONTRIBUTIONS 
Information Management and 

Information Technology ; 

Canadian Standards Association” - - - - - 
Human Resources Management 

Youth Internship Program 3.8 36.0 2316 ONT 8.7 

United Way - 0.2 - . - 

Conference Board of Canada® - - - 0.1 0.1 
Special Programs — Infrastructure Canada 

Program 

Federation of Canadian Municipalities to 

develop the National Guide to sustainable 

Municipal Infrastructure . - - WS, 0.3 
Total Contributions oo 36.2 23.6 23.7 Viol! 
Total Transfer Payments 40.1 36.5 23.9 24.3 a7 


' Benefit Plan for survivors of employees slain on duty 


> Public Service Pension Adjustment Act: Authorities and Actuals ($50,368) 


3 Authorities and Actual 2000-01 ($50,000) 
* Authorities and Actual 2000-01 ($75,000) 


> Planned, Authorities, and Actual 2000-01, Canadian Standards Association ($10,000) 


° Authorities and Actual 2000-01 ($50,000) 
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Table 7: Contingent Liabilities 


Contingent Liabilities’ ($ millions) Amount of Contingent Liability 

March 31,1999 March 31,2000 March 31, 2001 
Pending and Threatened Litigation 100.0 30,300.0 30,041.1 
Total 100.0 30,300.0 30,041.1 


' Contingent Liabilities were not reported in previous Secretariat Performance Reports. 
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Appendix A — Key Legislation Administered and 
Associated Regulations 


Employment Equity Act 

Federal Real Property Act 
Financial Administration Act 
Official Languages Act 

Public Service Employment Act 
Public Service Staff Relations Act 
Public Service Superannuation Act 


The responsibilities under the Access to Information Act and the Privacy Act are shared 
between the President of the Treasury Board as minister and the Minister of Justice. 


TBS Departmental Performance Report 


Appendix B — List of Statutory Annual Reports 


Administration of the Members of Parliament Retiring Allowances Act 
Administration of Part II of the Public Service Superannuation Act 
Administration of Part I and Part HI of the Public Service Superannuation Act 
Administration of the Supplementary Retirement Benefits Act 

Application of the Alternative Fuels Act 


Employment equity in portions of the Public Service referred to in paragraph 4(1)(b) 
of the Employment Equity Act 


Crown corporations 


Cost certificates, valuation reports and assets reports filed pursuant to the Public 
Pensions Reporting Act 


The Secretariat’s annual report on the Access to Information Act and the Privacy Act 


Official languages 
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Appendix C — Web Sites for Further Information 


Treasury Board of Canada Secretariat 
http://www.tbs-sct.gc.ca 


Branches/Sectors 


Chief Information Officer 
http://www.cio-dpi.gc.ca/home_e.html 


Comptrollership Crossroads 
http://www.tbs-sct.gc.ca/CMO_MFC/contents.htm 


Government Operations Sector 
http://www.tbs-sct.gc.ca/gos-sog/gos_home_e.html 


HR CONNEXIONS 
http://www.tbs-sct.gc.ca/hr_connexions_rh/HRXmenu_e.html 


Infrastructure National Office 
http://www.tbs-sct.gc.ca/ino-bni/ 


Official Languages Branch 
http://www.tbs-sct.gc.ca/ollo/ 


Resource Planning and Expenditure Management 
http://www.tbs-sct.gc.ca/tb/ rpem/homee.htm| 


Service and Innovation 
http://www.tbs-sct.gc.ca/si-si/home_e.htm 
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Appendix D — Sustainable Development Update 


Details of Commitments and Results Achieved in 2000-01 


Sustainable development through Human Resources Management Practices 


Commitments made in 
2000-01 RPP 


Results achieved 


Ensure that sustainable development 
principles are considered during the 
development and review of human 
resources legislation, policy and 
procedures 


An example of this is the Telework Learning Module for 
Managers and Employees, which was developed and 
distributed to departments in October 2000. Teleworking 
is a positive contribution to sustainable development, as it 
reduces traffic congestion and pollution. 


Incorporate sustainable 
development concepts into job 
classification criteria 


Ensure that the Secretariat fosters a 
management culture possessing the 
values of sustainable development 


The principles of good stewardship of financial and 
physical assets have been incorporated in the Universal 
Classification Standard (UCS), in preparation for the next 
steps in classification reform. 


Research and extensive consultations to update the Human 
Resources Management Framework were undertaken to 
reflect lessons learned over the last two years. Changes 
were also introduced to factor in Results for Canadians 
and the results of the 1999 Public Service Employee 
Survey. The Framework focuses on an enabling work 
environment, leadership, values, productivity and a 
sustainable workforce. 


Promote the sustainable 
development benefits of flexible 
work arrangement policies (such as 
telework) and flexible hours of 
work to departments and agencies 


e An on-line virtual discussion group was established by | 
the Secretariat in partnership with The Leadership 
Network to discuss any issues related to work-life 
balance, emphasizing telework. 


e The Secretariat promoted telework success stories 
from federal departments and agencies from January 
to March 2000 in The Leadership Network’s June 
2001 issue of A Day in the Life, available at the 
following address: 
http://leadership.gc.ca/static/dayinthelife/june2000/ 
menu_e.shtml 


A nation-wide telework education and public 
awareness campaign includes a statement from the 
President endorsing telework and linking it to 
sustainable development. See the statement at the 
following address: 
http://www.ive.ca/politicalsupport_canada.htm! 
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Sustainable development through Modern Comptrollership 


Commitments made in 
2000-01 RPP 


Results achieved 


Participation in the investigation 
and development of a common 
federal approach to the management 
of contaminated sites under federal 
custody. 


a 


The Federal Contaminated Sites and Solid Waste Landfills 
Inventory Policy came into effect in June 2000. This 
policy requires departments to provide data on their 
contaminated sites to a central inventory. This information 
will support the development of a common federal 
approach to the management of contaminated sites. 


Development of a policy to account 
for and report costs and liabilities 
related to contaminated sites under 
the federal government’s 
jurisdiction of responsibility. 


Custodial departments contributed comments to the final 
policy, including guidelines which will be implemented in 
fiscal year 2001-02. The Public Accounts for that period 
will appropriately reflect costs and liabilities related to 
contaminated sites. Custodial departments were provided 
with some incremental funding to enhance the quality and 
quantity of their site assessments; during 2000-01, 
departments worked on determining their estimated 
liabilities. 


Facilitating the implementation of 
accrual accounting to make visible 
to departments, managers and end- 
users the environmental costs 
related to holding assets in 
inventory, and to promote 
just-in-time purchasing. 


Accrual accounting was introduced in all government 
departments as scheduled on April 2001. The Secretariat 
developed five financial analysis courses, given by 
Training and Development Canada, worked with 
departmental committees on Treasury Board Accounting 
Standards and participated in various interdepartmental 
organizations. 


Developing, in co-operation with 
departments, a risk management 
framework for government-wide 
use that addresses risk issues in a 
systematic and integrated way. This 
framework, when implemented, will 
advance the realization of 
sustainable development objectives. 


Integrating performance reporting 
into service delivery, policy 
analysis, business planning and 
accountability across departments, 
and advising on sustainable 
development performance 
measures. 


The /ntegrated Risk Management Framework was 
introduced and became effective in April 2001. This 
Framework represents an important step forward in 
establishing the foundation for more strategic and 
corporate integrated risk management in departments 
across the federal government. 


While focusing on results, managers were encouraged to 
take a life-cycle approach and integrate sustainable 
development by making links between strategies, people, 
processes, measures, outcomes and reporting. 


In June 2000, the Secretariat introduced a new transfer 
payment policy, including a guide to help departments and 
agencies establish Results-Based Management and 
Accountability Frameworks (RMAF). This is a systematic 
approach to ensure that performance management and 
reporting is integrated into programs and initiatives. It can 
also support departments in meeting their sustainable 
development objectives. 
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Sustainable development through Modern Comptrollership (cont’d.) 


Commitments made in 
2000-01 RPP 


Results achieved 


Supporting and promoting reviews 
of key horizontal and government- 
wide programming and ensuring 
that consideration of sustainable 
development principles is 
incorporated into review criteria and 
processes. 


SD is identified as a specific reporting component in the 
Departmental Performance Reports (DPRs). To help 
departments meet their SD reporting requirements, a 
general template was developed. The following elements 
must be considered when reporting SD progress in the 
DPRs: 


¢ key goals, objectives, long-term targets; 

¢ performance indicators or results measurement 
strategy; 

e targets for the reporting period; 

* progress to date; and 

* corrective action, if any. 


To encourage departments towards more extensive 
reporting on SD, the DPR guidelines suggest the use of an 
annex or redirection to a departmental Web site, as 
mechanisms to present more detailed information. 


Reviewing departmental 
performance reports and reports on 
plans and priorities, and providing 
advice on sustainable development 
performance measures. 


While the Alternative Fuels Act was 
not included in the list of 
sustainable development 
commitments for 2000-01, we 
believe it is important to mention 
this initiative. 


The Secretariat supported departments and agencies by 
responding to requests for assistance in reviewing 
reporting requirements. It also participated in the 
Performance Measurement Sustainable Government 
Operations Committee (PMSGO) to support the 
development of performance measures for the operational 
aspects of SD. 


With regard to the acquisition of alternative transportation 
fuel (ATF) vehicles, the federal government is in full 
compliance and has exceeded the requirements of the 
Alternative Fuels Act every year since it began reporting to 
Parliament in 1997-98. 


The Secretariat is in the process of consultation on 
proposed amendments to the Alternative Fuels 
Regulations to include hybrid-electric and other new- 
concept vehicles that would be more environmentally 
friendly than vehicles using only conventional fuels in the 
application of the Alternative Fuels Act. This could help 
ensure increased use of more environmentally friendly 
vehicles and fuels by the federal government. 
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Sustainable development through improved use of Information Technology 


Commitments made in 
2000-01 RPP 


| 


Results achieved 


Making electronic service delivery 


the preferred way of doing business 


by 


establishing a Public Key 
Infrastructure to permit 
enhanced electronic service 
delivery while addressing 
privacy and security concerns 


continuing to help departments 
and agencies make more 
information, reports and forms 
available on-line 


To realize the full potential of the Internet, Canadians need 
to know they can engage in electronic transactions with 
the same degree of trust that they have in paper-based 
transactions. In the new digital environment, a Public Key 
Infrastructure (PKI) ensures that sensitive electronic 
communications are private and protected from tampering. 


Business models were developed to address privacy 
concerns in the delivery of electronic services and a 
Privacy Impact Assessment Tool was developed to help 
departments identify privacy requirements or concerns 
with electronic services delivery projects. Departments 
were also supported in their on-line activities by 


¢ providing central funding to support twenty-six 
Pathfinder Projects that will accelerate the provision 
of information and services on-line 


e conducting interdepartmental consultations on a new 
shared-services policy framework that will rationalize 
administrative services across the federal government 


e developing a GOL on-line reporting system, an on-line 
registration capability and a survey instrument to 
facilitate reports to the Secretariat 


Setting IM/IT standards to ensure 
access to electronic text and 
database information 


Common Look and Feel standards were developed and 
approved by ministers while the Common Look and Feel 
toolkit was made available to departments and the private 
sector via Internet. The Web Accessibility Testing Service 
was also made available to departments. 
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Sustainable development through Greening Secretariat Operations 


Commitments made in 
2000-01 RPP 


Integrating environmentally-sound 
practices into everyday 
departmental operations, including 
the procurement of products and 
services, the management of motor 
vehicle fleets, and, in conjunction 
with PWGSC, the management of 
waste, water, energy use and 
facilities occupied by the Secretariat 


Results achieved 


In order to facilitate greener procurement, Secretariat 
officials have attended Green Procurement workshops and 
have begun the research for a green procurement guide. 


The amount of landfill waste was decreased by expanding 
the multi-material recycling program to include plastics 
and styrofoam and by providing side-saddle waste bins as 
part of a pilot project to reduce waste generated at the 
desk. 


Baselines were established (e.g. computer and workspace 
lighting, paper use, waste disposal practices and 
participation in existing environmental programs) for 
future performance measurement. 


Employees were made more aware of environmental 
issues in the workplace by the development and 
implementation of a communications strategy. 


Continuing to increase and 
encourage the environmental 
awareness of employees by revising 
existing green programs and 
communications to reflect the 
current status of the department’s 
practices 


e InfoSite was updated. 

¢ Earth Day and Environment Week events were 
promoted. 

e The Waste Free brochure was distributed. 

¢ Presentations were made to senior management on 
waste reduction initiatives and Environment Week. 

e Awareness material was distributed to pilot study 
participants. 

¢ Individual questions via the Enviro e-mail account 
were answered. 

e The use of low-level ethanol blended fuels to drivers 
of Secretariat vehicles was promoted by providing an 
updated list of retailers selling these fuels. 
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TBS Departmental Performance Report 


Sustainable development through the Infrastructure Canada Program 


Commitments made in 
2000-01 RPP 


Results achieved 


While the launching of the Eleven agreements related to the Infrastructure Canada of] 
program were negotiated and signed with all provinces 
and the Yukon Territory. 


Infrastructure Canada program was 
not included in the list of 
sustainable development 
commitments for 2000-01, it is 
important to mention this initiative. 
The sustainable development 
strategy for 2001-03 includes 
specific commitments with regard 
to this program. 
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These agreements stipulate that the scope of 
investments under the program include, as a first 
priority, green municipal infrastructure. This 
describers water and wastewater treatment, solid waste 
management and energy efficient local government 
buildings. 


Each agreement stipulates a minimum level of 
investment in this category of green municipal 
infrastructure, ranging from 20 to 75 percent of total 
investments. This will result in over $900 million of 
investments in green municipal infrastructure by the 
federal government, or approximately half of the total 
federal investment. 


Each agreement indicates that all projects approved 
under the program will comply with applicable 
environmental laws, which include the Canadian 
Environmental Assessment Act. 


The Secretariat, the Federation of Canadian Municipalities 
and the National Research Council signed an agreement to 
develop the National Guide to Sustainable Municipal 
Infrastructure. This involves a contribution from TBS, 
through the Infrastructure — National Office, of $12.5 
million in two phases. 


The Guide will identify and disseminate best practices 
and encourage innovation to support sustainable 
municipal infrastructure decisions, so that such 
decisions protect and enhance the quality of life for 
the foreseeable future using economic, environmental 
and social factors. 
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Canada 


Improved Reporting to Parliament 
Pilot Document 


Each year, the government prepares Estimates in support of its request to Parliament for 
authority to spend public monies. This request is formalized through the tabling of 
appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an 
overview of total government spending in Part I, the documents become increasingly more 
specific. Part II outlines spending according to departments, agencies and programs and 
contains the proposed wording of the conditions governing spending which Parliament will be 
asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information 
with a focus on outcomes. 

The Departmental Performance Report provides a focus on results-based accountability 

by reporting on accomplishments achieved against the performance expectations and results 
commitments as set out in the spring Report on Plans and Priorities. 

The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual 
budget planning and resource allocation priorities. In combination with the subsequent 
reporting of financial results in the Public Accounts and of accomplishments achieved in 


Departmental Performance Reports, this material helps Parliament hold the government to 
account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2001 
Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 

Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/16-2001 
ISBN 0-660-61737-4 


® 


Foreword 


In the spring of 2000 the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada”. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting of results through ministers to Parliament and citizens. Earlier this year, 
departments and agencies were encouraged to prepare their reports following certain principles. 
Based on these principles, an effective report provides a coherent and balanced picture of 
performance that is brief and to the point. It focuses on results — benefits to Canadians — not on 
activities. It sets the department’s performance in context and associates performance with 
earlier commitments, explaining any changes. Supporting the need for responsible spending, it 
clearly links resources to results. Finally the report is credible because it substantiates the 
performance information with appropriate methodologies and relevant data. 


In performance reports, departments strive to respond to the ongoing and evolving information 
needs of parliamentarians and Canadians. The input of parliamentarians and other readers can do 
much to improve these reports over time. The reader is encouraged to assess the performance of 
the organization according to the principles outlined above, and provide comments to the 
department or agency that will help it in the next cycle of planning and reporting. 


This report is accessible electronically from the Treasury Board of Canada Secretariat Internet site: 
http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 

Comments or questions can be directed to this Internet site or to: 

Results Management and Reporting Directorate 

Treasury Board Secretariat 

L’Esplanade Laurier 

Ottawa, Ontario, Canada 

KIA ORS 

Tel.: (613) 957-7167 — Fax: (613) 957-7044 
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Executive Summary 


In 2000-01, an estimated 204,903 veterans, eligible Canadian Forces (CF) 
members, qualified civilians and their families received benefits and services. The 
Portfolio expended $2,108.6 billion, meanwhile employing a staff complement of 
3,317 full-time equivalents. 


Strategic Outcomes for Canadians 


>» in recognition of their sacrifices to the nation, the timely, fair and consistent 
delivery of benefits and services that contribute to the independence, quality of 
life, and standard of living of Canada’s veterans, eligible Canadian Forces 
members, qualified civilians and their families; 


> clients’ rights protected through professional, legal representation in appealing 
decisions related to disability pensions and allowances; 


> commemorative programming to improve the Canadian public’s knowledge and 
recognition of the achievements and sacrifices of Canada’s military in the 
defence of freedom and their significance in the development of Canada as a 
nation; and 


> fairness in the Disability Pension and War Veterans Allowance (WVA) programs. 
Challenges 


In 2000-01 the Portfolio continued to be challenged by the diverse needs of our 
clients. Our increasingly frail, elderly war veterans require more expensive and 
complex health services, as well as increasing levels of personal individualized 
service. Our younger Canadian Forces clients have different, yet equally complex 
needs related to service injuries and peacekeeping medical conditions such as post 
traumatic stress disorder (PTSD). This diversity has increased the demands on our 
staff and further encouraged the adoption of workplace reforms and improved 
methods of service delivery. 


In fulfilling its mandate, Veterans Affairs (VA) focused its attention on two issues: 
reaching out to better engage our clients and Canadians in general, and continuing 
to improve our services. 


Performance Highlights 
( Better Engaging our Clients and Canadians in General ) 


>» The Tomb of the Unknown Solider was repatriated from May 22 - 25, 2000 with 
re-interment in Ottawa on May 28, 2000. Other commemoration initiatives 
included the 55" Anniversary of the Liberation of the Netherlands pilgrimage 
conducted from May 1 - 11, 2000, and the 55" Anniversary of the Liberation of 
the Hong Kong Prisoners of War pilgrimage from November 27 - 
December 8, 2000. 


>» The significant war time role played by Merchant Navy Veterans (MNVs) was 
recognized through compensation for demobilization benefits which they were 
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not eligible to receive at the end of the Second World War, and opportunities 
lost due to this. The compensation, as of March 31, 2001 was $50.7 million paid 
out with an additional $20 million allocated for distribution. A total of 13,928 
applications were received and of those, 7,063 were paid by end of fiscal year. 


In November 2000, a National Round Table (NRT) process with First Nations 
veterans and the Assembly of First Nations was officially launched to conduct 
research on legislation, policies and programs available to First Nations war 
veterans and their spouses. The process included collection of personal 
testimonies from First Nations veterans and data to determine the number of 
veterans and surviving spouses and widows. 


Also in November 2000, the Canadian Virtual War Memorial was relaunched. 
Members of the public can now submit or view scanned images that illustrate 
the lives of Canada’s honoured war dead, increasing awareness of their 
sacrifices and enhancing appreciation for the human toll exacted by war. From 
November 2000 to March 31, 2001, 1,377 images were scanned and from 
April 1, 2000 to December 31, 2000, the site received a total of 54,163 hits. 


On March 29, 2001, the Minister of Veterans Affairs announced that the 
Government of Canada would recognize as “veterans” former members of the 
Canadian Forces who meet two criteria: they fulfill the Department of National 
Defence’s (DND) military occupational classification requirements; and, they 
have been honourably released from the Forces. These requirements apply 
equally to those Canadian Forces members who have served in the Reserves, 
Special Duty Areas and on domestic duty. Effectively, this recognizes the 
potential risk that all Canadian Forces members are exposed to when they swear 
the Oath of Allegiance and don a Canadian uniform. 


Finally, in fiscal year 2000-01, VAC completed a Five Year Strategic Plan that 
involved extensive consultations with veterans’ organizations, other external and 
internal stakeholders and partners. The Strategic Plan provides a framework for 
implementing the Department’s vision over the next five years. 


Performance Highlights 


( Continuing to Improve Our Services ) 


> 


In May 2000, in Calgary, Veterans Affairs Canada (VAC) hosted the inaugural 
networking meeting of VAC’s ten largest Priority Access Bed sites in western 
Canada. Due to the overwhelming interest in this event VAC will host a national 
symposium annually. 


In July 2000, a VAC - Canadian Forces Advisory Council was established to serve 
as a forum for discussion and advice on the modernization of VAC’s programs, 
policies and services so that they better meet the complex needs of the current 
and former members of the Canadian Forces and their families. 


Bill C-41, now Chapter 34 of the Statutes of Canada of 2000, came into force on 
October 27, 2000, ensuring improved benefits to members of the Canadian 
Forces who are injured in the line of duty and to civilians who served overseas in 
wartime in close support of the armed forces. Based on this legislation, 
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Canadian Forces members with service-related disabilities incurred in Canada 
can now receive a disability pension while still-serving. Bill C-41 also provided 
full access to veterans' pension and income support benefits to members of 
civilian groups with wartime service overseas, notably the Canadian Red Cross, 
St. John's Ambulance, Newfoundland Overseas Foresters, Canadian Fire 
Fighters, and Ferry Command (pilots who ferried aircraft over the Atlantic). 


> The January 2001 launch of the Seniors Canada On-Line portal facilitates and 
improves client service delivery through single-window access to clustered 
relevant information about programs and services of interest to seniors. 
Designed for seniors, their families and caregivers, the portal will help citizens 
find federal and provincial / territorial information that is needed to make 
informed decisions on their day-to-day activities when it is most convenient for 
them. 


> Also in January 2001, the Veterans Review and Appeal Board (VRAB) 
implemented its website as part of the Government On-Line initiative to improve 
service delivery and communications with its clients. The website is a 
convenient tool for clients and the public to access information about the Board 
and its program. 


>» In March 2001, VAC implemented a comprehensive service and transaction 
processing system - the Client Service Delivery Network (CSDN). This new 
system is part of the Department’s strategy to prepare for and migrate to on- 
line service delivery. 


>» The Federal Health Claims Processing Systems Service Contract renewal was 
begun, and will include the benefit administration aspect of both the Veterans 
Independence Program (VIP) and Treatment programs and the claims processing 
for VAC, Department of National Defence and the Royal Canadian Mounted Police 
(RCMP). It is estimated that the savings to the federal government from the 
development piece alone will exceed $20 million. 
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Minister’s Message 


I am pleased to present to Parliament and to the 
people of Canada the Performance Report for the 
Veterans Affairs Portfolio for the fiscal year ending 
March 31, 2001. 


Canada, through the efforts of its veterans in times 
of armed conflict and peacekeeping missions, has 
obtained a reputation throughout the world as a 
country that can be relied upon to support the efforts 
of the world community to bring peace and freedom 
to all nations. This reputation has not come without 
a price, reflected in the sacrifices and achievements 
of our veterans, including those currently serving in Canada’s Armed Forces. 
It is our role to serve those who have so ably served us. 


During the period covered by this Report, Veterans Affairs’ staff worked 
closely with veterans’ associations to achieve even greater public awareness 
and recognition of the sacrifices made by those who have served Canada in 
times of war and peace. These efforts were reflected in the Tomb of the 
Unknown Soldier repatriation, through pilgrimages on the Anniversaries of 
the Liberation of the Netherlands and the Liberation of Canada’s Hong Kong 
Prisoners of War, arid through a one-time compensation package for our 
Merchant Navy veterans and their surviving spouses. Veterans Affairs staff 
also focused on improving the quality of services offered to our Canadian 
Forces veterans and their families, who experience the physical and 
psychological stresses of peacekeeping abroad and often difficult operations 
within Canada. The importance of the contribution that Canadian Forces 
personnel make to Canada’s peace and security was further recognized 
through the extension of the term “veteran”, to include former Canadian 
Forces members and Reserve Forces personnel who meet certain service 
criteria. 
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This Report also allows me to highlight the professionalism and innovation of 
the staff of Veterans Affairs. This past year staff completed implementation 
of the Client Service Delivery Network (CSDN), bringing to conclusion the 
Benefits Redesign Project with the vision of providing an on-line service 
delivery platform to support our client service activities. The CSDN meets 
this vision and is an important technology building block for the national 
implementation of a Client Centred Service Approach (CCSA). Another 
notable accomplishment is the completion of the Department’s Five Year 
Strategic Plan. The Plan, which establishes the future direction of the 
Department, was developed through an exhaustive consultation process 
involving veterans’ organizations, staff and other stakeholders. 


In conclusion, reflecting on the achievements of the past year, it is with great 
pleasure that I acknowledge the outstanding work and dedication of Veterans 
Affairs’ employees. Their exceptional commitment to our veterans and other 


clients has been, and will continue to be, the most significant determinant of 
the Department’s performance. 


we 


The Honourable Ron J. Duhamel 
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Agency Head’s Message 


I am pleased to submit to Parliament the 2000-01 
Performance Report of the Veterans Review and 
Appeal Board. 


» The Board has amassed a great deal of knowledge 
and expertise in dealing with both war service 
veterans’ and Canadian Forces cases and medical 
issues over the years. To this end, we have 
continued the very active process of augmenting the 
knowledge of both members and staff when complex 
medical and legal issues emerge. This has been 
achieved by consulting with leading researchers and 
practitioners in their relevant fields. The Board and its members not only 
know where the curve is, but also have considerable resources to stay ahead 
of it. It is very important to emphasize that new issues and medical research 
are of equal relevance and importance to both war service veterans and 
Canadian Forces members and we must be mindful of the issues of each 
distinct group of clients. 


The priority for the Board in the 2000-01 fiscal year was to focus on training 
and professional development for its staff and members to achieve the 
highest quality of service. A continuous learning environment ensures a 
highly skilled, diverse and talented workforce. Training workshops were 
available to Board members to emphasize professionalism and informality in 
the conduct of Board hearings. 


The Veterans Review and Appeal Board has a well founded reputation of 
serving with professionalism, integrity and excellence. This year’s 
Performance Report will outline the Board’s accomplishments in this regard. 
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1.0 Mandate and Mission 


1.1 Mandate 


Canada has long recognized the hardship, suffering and sacrifice experienced by 
veterans, Canadian Forces personnel, civilians and their families during our nation’s 
periods of armed conflict and peacekeeping. The Veterans Affairs Portfolio exists to 
serve them. 


The Veterans Affairs Portfolio consists of: 


>» Veterans Affairs Canada 
» Veterans Review and Appeal Board 


Veterans Affairs Canada’s mandate’ is to provide benefits and services to eligible 
Canadians who served their country during periods of armed conflict and 
peacekeeping and to honour their sacrifice and achievements in the defence of 
freedom. Its legislative authorities are contained in the Department of Veterans 
Affairs Act, 14 other Acts of Parliament and 27 Regulations and Orders-in-Council. 


The Veterans Review and Appeal Board’s mandate provides for full and 
exclusive jurisdiction to hear, determine and deal with all applications for review 
and appeal that may be made to the Board under the Pension Act, the War Veterans 
Allowance Act and other Acts of Parliament. All matters related to appeals under 
this legislation are authorized under the Veterans Review and Appeal Board Act. 


The Mandate and Mission stated here were pertinent at the time of this report, however, as part of 
our Five Year Strategic Plan 2001-06 they have been updated and will appear in revised format in 
future documents. 
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1.2 Mission 


Veterans Affairs Mission Statement is to provide veterans, eligible Canadian Forces 
members, qualified civilians and their families with the benefits and services to 
which they are entitled; to promote their well-being and self-sufficiency as 
participating members of their communities; and to keep the memory of their 
achievements and sacrifices alive for all Canadians. 


2.0 Program Descriptions 


The Portfolio’s Planning, Reporting and Accountability Structure approved in October 
1997, identified two programs and three distinct business lines to support its 
program delivery. The Benefits and Services Business Line and the Corporate 
Administration Business Line, fall within the Veterans Affairs Program. The third 
business line, Veterans Review and Appeal Board Business Line falls within the 
Veterans Review and Appeal Board Program. 


2.1 Veterans Affairs Program 
2.1.1 Benefits and Services Business Line 
Business Line Objective 


This business line contributes to the financial, physical and social health and well- 
being of veterans and other eligible clients in recognition of their sacrifices while 
serving our country; and to keep the memory of these sacrifices alive for all 
Canadians. 


The Benefits and Services Business Line provides departmental clients with benefits 
and services that contribute to their financial, mental, physical and social health and 
well-being. It is responsible for commemorative activity with a view to keeping the 
memory of their sacrifice and achievements alive for all Canadians. 


Business Line Description 


The Benefits and Services Business Line consists of four constituent service lines: 
Pensions and Allowances, Health Care, Pensions Advocacy and 
Commemoration. These service lines provide, in a fair and timely manner: 


>» compensation for hardships arising from disabilities and lost economic 
opportunities; 

>» the delivery of innovative health and social programs; 

>» professional legal representation; and 

» programs aimed at recognizing and honouring the achievements and sacrifices 
of Portfolio client groups. 
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Pensions and Allowances Service Line 
Service Line Description 


The Pensions and Allowances Service Line provides veterans and other eligible 
clients with disability pensions, prisoner of war compensation, special awards 
(attendance allowance, clothing allowance, exceptional incapacity allowance), war 
veterans allowance, survivor benefits and other economic benefits. In providing 
these benefits, the following services are included: counselling, assisting in the 
preparation of applications, medical exams, adjudication, payment, account 
maintenance and client information and referral. In 2000-01, the Department spent 
about $1.3 billion in direct client pension and allowance benefits. 


Health Care Service Line 
Service Line Description 


Health and social programs and services are designed and implemented so as to 
anticipate and adapt to the evolving needs of eligible clients, including their smooth 
transition into an appropriate institutional environment, if this becomes necessary. 
It includes the administration of Ste. Anne’s Hospital, a 600 active-bed hospital in 
Sainte-Anne-de-Bellevue, Quebec. These Health Care Programs provide funding for 
the Veterans Independence Program, Health Care Benefits and Long-Term Care. In 
addition to program benefits, key services such as assessment, counselling and 
health promotion are also provided. In 2000-01, the Department spent 
approximately $583 million on health care program benefits. 


Pensions Advocacy Service Line 
Service Line Description 


The Bureau of Pensions Advocates (BPA) provides free legal advice and 
representation to veterans and other eligible clients who are seeking a review or 
appeal of a pension or allowance decision before the Veterans Review and Appeal 
Board. 


The Bureau, alone or in conjunction with other organizations, represents 
approximately 95% of veterans and other eligible clients appearing before the 
Veterans Review and Appeal Board. 


Commemoration Service Line 
Service Line Description 


Education, special events, programming and other commemorative activities are 
carried out at the field level, across the country, under the direction of the 
Commemoration, Public Relations and Bureau of Pensions Advocates Branch. 
Commemorative activities are aimed at instilling in Canadians an appreciation for 
the sacrifices made by veterans and others during periods of conflict. They 
strenghten the nation’s cultural identity and ensure that this legacy is not lost for 
future generations. The Commemoration Program expenditures (including grants to 
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the Last Post Fund, Commonwealth War Graves Commission, and the United 
Nations Memorial Cemetery in Korea) were approximately $28 million in 2000-01. 


2.1.2 Corporate Administration Business Line 
Business Line Objective 


The Corporate Administration business line provides corporate direction and 
operational support services that meet the specific needs of Portfolio program 
delivery as well as the Minister’s and the Chair’s priorities, the requirements of 
Parliament and Central Agencies. 


Business Line Description 


The Corporate Administration Business Line is composed of the following corporate 
functions that provide the corporate management and administrative support 
necessary to enable the organization to set direction, manage change and assess 
performance: Offices of the Minister, the Deputy Minister, the Associate Deputy 
Minister, Corporate Planning, Office of Early Conflict Resolution, Audit and 
Evaluation, Communication, Policy Coordination and Ottawa Headquarters (including 
legislation and regulation), the Assistant Deputy Minister Corporate Services, 
Finance (including Property Management functions), Human Resources, Information 
Management and Information Technology, Management Support Services, Access to 
Information and Privacy and Security Services. 


2.2 Veterans Review and Appeal Board Program 
2.2.1 Veterans Review and Appeal Board Business Line 
Business Line Objective 


The Veterans Review and Appeal Board business line provides clients with full 
opportunity to request review and appeal hearings to ensure a fair adjudicative 
process for disability pension and War Veterans Allowance claims. 


Business Line Description 


The Veterans Review and Appeal Board Program is delivered by the Veterans 
Review and Appeal Board, a separate independent administrative tribunal. The 
Board renders decisions in reviews and appeals of disability pensions and final 
appeals of war veterans allowances. These activities were delivered by 105 full- 
time equivalents which in 2000-01 included 19 full-time members in Charlottetown 
and 14 full-time members located in major cities across Canada. The organizational 
layout of the VRAB is shown on page 12, Figure 2 . 


The formal program structure of the Portfolio reflects the required independence 
between the Department and the Board as an administrative tribunal. It 
emphasizes the autonomy each has in representing the rights of clients and serving 
their needs. 
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The Board provides applicants with two levels of appeal for disability pensions and 
the final level of appeal for War Veterans Allowance claims. 


Cases at both review and appeal may be presented to the Board in two ways: by 
way of an oral hearing or through a written submission. Clients are primarily 
represented before the Board by Advocates from the Bureau of Pensions Advocates; 
however, they may also be represented by the Royal Canadian Legion (RCL), the 
War Amputations of Canada, a private solicitor, any individual of their choice, or 
they may represent themselves. 


Review hearings are held in over 40 locations across Canada and require at least 
two board members for each review panel. However, review hearings can proceed 
with one member with the consent of the client. A key opportunity for clients at the 
review level is that they may attend their review hearings and have the option to 
provide oral testimony. 


Appeal hearings are held in Charlottetown and require at least three board members 
who have not heard the claim at the review level. As only documented evidence is 
allowed, clients do not usually attend. 


The Board also makes effective use of technology by offering video conferencing for 
hearings where clients, representatives and Board Members can be in various 
locations across Canada and linked together by video conference technology to 
conduct the hearing. All client services are offered in the clients’ official language of 
choice. 


The Board also manages a range of activities supporting the hearing process which 
include the preparation of claim documentation, adjudicative support, scheduling, 
quality assurance, legal and advisory services, members’ professional development 
and training, systems support, communications / inquiry services, and general 
administration. 


3.0 Portfolio Role 


Since 1944, the overall role of VA, in cooperation with other federal departments, 
provincial governments and the private sector, has been to lead in the development, 
coordination and administration of federal policies and programs that provide 
support for the financial, social, mental and physical well-being of veterans, eligible 
CF members and qualified civilians and their dependants. 


3.1 Responsibilities 
Minister 


The Minister of Veterans Affairs is accountable to Parliament for Veterans Affairs 
Canada. The Chair of the Veterans Review and Appeal Board, an independent, 
quasi-judicial tribunal, reports to Parliament through the Minister and is accountable 
to the Minister for the use of the Board’s resources. 
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Deputy Minister 


The Deputy Minister of Veterans Affairs Canada is responsible for two business lines 
under the Veterans Affairs Program and has an Associate Deputy Minister and three 
Assistant Deputy Ministers who report to him. 


Associate Deputy Minister 


The Associate Deputy Minister reports to the Deputy Minister and, at the Deputy 
Minister’s request, takes a lead role specific to selected issues within the business 
lines. 


Assistant Deputy Ministers 


The Assistant Deputy Minister, Veterans Services, is responsible for two service 
lines, Pensions and Allowances and Health Care, under the Benefits and Services 
Business Line, and reports to the Deputy Minister. 


The Assistant Deputy Minister, Commemoration, Public Relations and Bureau 
of Pensions Advocates, is responsible for two service lines, Pensions Advocacy 
and Commemoration, under the Benefits and Services Business line, and reports to 
the Deputy Minister. 


The Assistant Deputy Minister, Corporate Services, is responsible for the 
Corporate Administration Business Line and reports to the Deputy Minister. 


Veterans Review and Appeal Board 
The Chair, Veterans Review and Appeal Board, is responsible for the Veterans 


Review and Appeal Board Business Line and reports to Parliament through the 
Minister of Veterans Affairs. 
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Figure 1: Veterans Affairs Portfolio Organization 


**Recent changes in the VA Portfolio Organization will be reflected in future reports. ** 
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Portfolio Overview 


Figure 2: Veterans Review and Appeal Board Organization 
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Legal Services 


The Chair of the Veterans Review and Appeal Board 
reports to Parliament through the Minister 
and is accountable to the Minister for the use of the March 2001 
Board's resources. 
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Operating Environment | 
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The social and economic influences of the Portfolio are best illustrated in the two 
challenges facing it: Continuing to Improve Our Services and Better Engaging our 
Clients and Canadians in General. 


1.0 Continuing to Improve Our Services 


The overall aging and decline of the Portfolio’s war service veteran client base, 
coupled with the steady increase of Canadian Forces clients continues to pose the 
Figure 3: Canada’s War Service Veterans 


most significant external influence on the Portfolio. 
March 31, Average Age 
2001 
Second World War 339,690 


In Canada, approximately 
10% of all seniors are war 
service veterans and 30% of 
these veterans are receiving 
benefits and services from 
Veterans Affairs. The total 
war service veteran 
population at 

March 31, 2001 was 
estimated at 356,813. 


War Service Veterans (i.e. veterans of the First World War, the Second World War 
or Korea) account for a large proportion of the senior population. In Canada, 
approximately 10% of all seniors are war service veterans and one in five Canadian 
male seniors is a war service veteran. Nevertheless, the veteran population 
continues to decline. While the life expectancy of males in Canada is currently 75, 
the average age of veterans in 2001 was 78 and is projected to increase to 82 by 
2005. The total war service veteran population in 2001 was 356,813. It is 
projected to decrease by about one third to 255,027 by 2005. It should be noted 
that not all war service veterans are receiving benefits from Veterans Affairs 
although an increasing number are applying for the first time. 
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Figure 4: Forecast of Veterans by Type 


2001- 2005 Forecast 


Thousands 


War Service Veteran Survivors Canadian Forces 


bl 2001 = 2003 
~~ 2002 =} 2004 


= 2005 


This decrease in the number of war service veterans means that the composition of 
Veterans Affairs’ clients in receipt of benefits is expected to change significantly 
over the next five years. At the same time, the number of war service veterans 
declines, the number of Canadian Forces veterans and those still serving will 
increase. This trend, combined with a relatively stable survivor population, will 
result in Veterans Affairs war service veterans decreasing as a percentage of the 
Department’s total client population from 52.2% to 46.9% in 2005. In this same 
period, Canadian Forces clients as a percentage of the total client population will 
increase from 13.9% to 16.6% and survivors will increase from 33.8% to 36.5%. 


Veterans Affairs experienced a rapid growth in the number of Canadian Forces 
clients throughout most of the last decade but this growth is now expected to 
increase at a slower pace of 2% per year for the next five years. Over and above 
these forecasts are the still serving Canadian Forces clients who, since October 
2000, became eligible to receive pension benefits for injuries incurred while serving 
in Canada. At that time, some 1,300 clients became entitled to receive benefits. 


Each client group has varying needs, therefore, requiring a broad range of services 
and benefits. The care required by the war service veterans is gerontological in 
nature. War service veterans require more frequent assessments as their 
conditions are deteriorating at a rapid rate. The staff, especially counsellors and 
health care professionals, have a more demanding task in providing all the care 
plans. 


The Canadian Forces clients are younger and as a rule, their claims are more 
complex. There is a vast amount of documentation available on these clients and 
their medical conditions are much more comprehensive and therefore, require 
extensive research in some cases. If these clients are not satisfied at the first level 
of claim, they are more likely to proceed to a review and if not successful there, to 
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an appeal. Some of these clients have served in Special Duty Areas, have young 
families and when it comes time to retire from the military, have to integrate back 
into civilian life. This transition has been recognized by Veterans Affairs and is 
facilitated by such initiatives as Veterans Affairs Canada - Canadian Forces Project 
(VAC-CF). 


Figure 5: Veterans Affairs Clients 


2001 2005 


Canadian Forces 


War Service Veterans 


f War Service Veterans 
Canadian Force 


33.8% 


Survivors \ 


Survivors 


The composition of VAC clients is expected to change significantly over the next five 
years as older war service veterans decline rapidly in numbers and combined with 
expected increases in the number of Canadian Forces clients, less than half the 
client population will be war service veterans in 2005. This resulting change in our 
client demographics will not lessen, but actually increase the demands in our staff 
to provide service to these client groups. 


2.0 Better Engaging our Clients and Canadians in 
General 


Involving citizens in the decisions that affect them is an essential component of a 
strong vibrant nation. Canada believes that to be an effective democracy, its 
citizens must be consulted and engaged. At Veterans Affairs, we engage not only 
our veterans and other clients but also all Canadians. 


As a matter of conducting our day-to-day business, we consult our veterans and 
clients, or their representatives. We have worked closely with all veteran 
associations and have partnered with many of them to improve the programs and 
services we provide. On every major initiative, they are either consulted 
extensively or are in some cases active participants in the projects. An example of 
this was the cooperative work done by our Department to assist the Royal Canadian 
Legion to repatriate the remains of an unknown serviceman for the Tomb of the 
Unknown Soldier. 
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Another example of engaging our clients in concert with veterans’ organizations is 
our Client Centred Service Approach which was fully implemented this past year. 
Clients and their caregivers are actively encouraged to participate in the decisions 
that affect their lives. 


Apart from our clients who access benefits and services, it 
must not be forgotten that we also serve a much larger 
community, all Canadians, through our Commemoration 
Program. This program is designed to focus primarily on 
public education and community outreach. Our public 
education is focused on developing innovative products for 
Canadian youth. Our community outreach activities are designed to develop and 
promote commemorative activities at the community level. 


During the summer of 2000, VAC conducted the most comprehensive national 
consultation ever conducted within Canada on the subject of remembrance, 
involving more than 5,500 contacts with veterans’ organizations, provincial and 
municipal officials and citizens from all walks of life. The results of this review are 
expected during mid-2001. 


The week leading up to Remembrance Day on November 11 has now been named 
Veterans’ Week. It is during this time of the year that Canadians turn their 
thoughts to those who made the supreme sacrifice for their country. It is at this 
time that pride in Canada’s service men and women past and present, is at its peak. 
It is our role to engage all Canadians through our commemorative activities so as to 
instill that sense of national pride throughout the year. 


3.0 Definition of a Veteran 


On March 29, 2001, it was announced that the Government of 
Canada would recognize as “veterans” former members of the 
, Canadian Forces who meet two criteria: they fulfill the 

| Department of National Defence’s military occupational 

; Classification requirements; and, they have been honourably 

y released from the Forces. These requirements apply equally 
to those Canadian Forces members who have served in the 

; Reserves, Special Duty Areas and on domestic duty. 
Effectively, this recognizes the potential risk to which all 
Canadian Forces members may be exposed when they swear 
the Oath of Allegiance and don a Canadian uniform. 
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Performance Accomplishments 


Veterans Affairs Portfolio 
2000-01 Financial Resources 
($ millions) 


Veterans Veterans 
Affairs Review and 
Canada Appeal Board 


Planned Spending (Estimates Part III) 1,995.1 9.7 
Total Authorities 23129.2, 10.3 
Actual Spending 2,098.6 10.0 


Actual FTEs (Full-Time Equivalents) 3,212 105 


The summary of financial information is intended to show: what the plan was at the 
beginning of the year (Planned Spending); what additional spending Parliament has 
approved to reflect changing priorities and unforeseen events (Total Authorities); and, 
what was actually spent (2000-01 Actuals). The actual Full-Time Equivalents totals for 
the year have also been included. 


In order to achieve our strategic outcomes the Portfolio has depended greatly on 
the dedication and professionalism of its people. It is through their tireless efforts 
to serve our clients that VA has become a leader in service excellence. Not only are 
they proud to serve their clients, but all Canadians as well. Some of the more 
meritorious accomplishments have been recognized by the Deputy Minister of 
Veterans Affairs Canada and the Chair of the Veterans Review and Appeal Board. 
The acknowledgements of their efforts can be seen on page 84 of this report. 


: “You are so very compassionate, 

i kind, supportive and understanding. 
: I hope that DVA realizes you’re an 

: important part of a veteran's life.” 


Deccccec cc cnccncccccncncccccccncesaseseccccncceseseascacescessnsocscccsccscasensescnceas 
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1.0 Pensions & Allowances and Health Care 


Strategic Outcome: 


The delivery of benefits and services that contribute to the 
independence, quality of life and standard of living of Canada’s veterans, 
eligible Canadian Forces members, qualified civilians and their families in 
recognition of their sacrifice to the nation. 


Resources Allocated to ($ millions) 


Strategic Outcome 
27049 1,979.8 


Key Partners 


Veterans’ Organizations 

Provincial and territorial health care departments 
National Defence 

Health Canada 

Community volunteer agencies across Canada 
Blue Cross Atlantic Canada 

Royal Canadian Mounted Police 

Province of Quebec 

Industry Canada 

Human Resources Development Canada 


v v v v v v v v v v 


Continuum of Service 


Under the Continuum of Service Project, Veterans Affairs Canada is now developing 
options to respond to the needs of Canadian Forces veterans and their families. 
Continuum of Service refers to the seamless approach to program and service 
delivery upon which all program and policy changes are based, with the objective of 
meeting client needs using all available resources. This partnership-based approach 
focuses on brokering for services and filling gaps where necessary, as opposed to 
recreating programs and services that are currently available outside of VAC. 
Through a series of ongoing regional fora, VAC is initiating dialogue with the key 
federal, provincial, municipal and voluntary sector agencies who share the Canadian 
Forces veteran as a common client. 


These discussions are helping to identify strategies to address the complex needs of 
CF veterans. An evidence-based policy paper, which can be used to plan and 
implement changes in programs, eligibility and service delivery for CF veterans, is 
currently being developed. 
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Client Centred Service Approach / Client Service Delivery Network / 
Benefits Redesign Project 


As part of it’s overall service delivery strategy, 
Benefits Redesign Project (BRP) implemented 


Release II of the Client Service Delivery __Expected Result 
Network on March 19, 2001 to support the 

delivery of VAC’s core programs and services > timely, fair and consistent 
related to economic support, disability service delivery 


pensions and health care. The CSDN is part of 
VAC’s strategy to prepare for and migrate to 
on-line service delivery - a process which calls 
for new business models, revitalized partnerships and direct interaction with our 
clients. This integrated software is streamlining and modernizing business 
processes; enhancing VAC’s ability to contribute to the evolution and delivery of 
Canada’s social programs (specifically those pertaining to veterans’ benefits); and 
adhering to the principle of excellence in service delivery by incorporating 
appropriate support processes and systems. 


National implementation of the related Client Centred Service Approach was also 
completed in March 2001. Implementation followed a nationally coordinated plan, 
developed on a region-by-region basis. Over the course of 2000-01, each District 
Office across the country undertook the training underlying the philosophical 
approach and operational tools associated with CCSA, including Screening and Client 
Centred Assessment and Care Planning processes and tools. By March 2001, all 
District Offices were fully utilizing all the CCSA client service and case management 
related tools and instruments which were completed and available on the 
Department's Client Centred Service Delivery Network. With the integrated system 
in place, employees in offices across Canada are working together as one team with 
one objective, that being, better service to clients. 


The principal benefits of the Client Service Delivery Network are: 


maintenance and improvement of client services 

long term continuity of service to veterans 

security and accuracy of client information 

operational efficiency 

a work environment that provides meaningful work and promotes employee 
well-being 


vy A v v 


The Client Service Delivery Network was a gold medal recipient at the 
October 2000 Technology in Government, Distinction Awards ceremony. 


Veterans Affairs Canada - Canadian Forces Project 


In June 1998, the VAC-CF Project was formally established within VAC to provide 
leadership and to act as a departmental focus for Canadian Forces issues related to 
improving services. A staff exchange - in the form of Department of National 
Defence and VAC Liaison Officers - has also been established to promote better 
awareness and understanding of each department’s programs and services. 
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In concert with DND, VAC provided advice to 
Government on its response to the Standing 


Expected Result Committee on National Defence and Veterans 
Affairs recommendations contained in the 
> improved quality of life “Moving Forward: A Strategic Plan for Quality of 


Life Improvements in the Canadian Forces” 
Report (October 1998). The 89 
recommendations dealt with the issues of Pay 
and Allowances, the Housing Crisis, the Injured, Retirees and Veterans, the Military 
Family and Transitions. (Sixteen of the recommendations involve VAC with respect 
to Care of the Injured, Retired and Veterans). On March 25, 1999, the Government 
accepted all of the Standing Committee on National Defence and Veterans Affairs 
recommendations and its response was presented as a comprehensive Quality of 
Life package. 


Since that date, the Project has managed the coordination of activities in support of 
the Department’s Quality of Life Initiative with progress achievements reported each 
year in the Annual Report to the Standing Committee on National Defence and 
Veterans Affairs on Quality of Life in the Canadian Forces. The Report for the 2001 
fiscal year was completed in February 2001. 


VAC has worked closely with DND and other partners on a host of issues throughout 
this time period. In addition to establishing working groups to resolve issues 
related to the timely transfer of records, electronic records and medical reports, 
other accomplishments in the 2000-01 fiscal year included: 


>» in collaboration with DND, the ongoing operation of the DND-VAC Centre for the 
Support of Injured and Retired Members and Their Families. An evaluation of 
the first year operation of The Centre was completed in September 2000 and its 
recommendations are currently being examined with a view to implementation; 


> development activities in support of the April 1, 2001 implementation date for 
VAC’s Assistance Service, a voluntary and confidential professional counselling 
service for former Canadian Forces members and their families. It is delivered 
through a nation-wide team of counsellors, where the first client contact is made 
through a toll-free telephone service that operates 24-hours a day / seven days 
a week; 


> establishment of the VAC-Canadian Forces Advisory Council in July 2000. 
Council membership is drawn from the academic / research / practitioner 
community, key federal government organizations serving current and former 
members of the CF, stakeholder groups and a current and former member of the 
CF community. An advisory body, the Council will serve as a forum for 
discussion on modernization of VAC’s programs, policies and services to meet 
the complex needs of the CF and their families; 


>» the launch of the VAC Transition Coordinator Pilot Project with VAC employees 
working full-time with VAC District Office area counsellors (as required) and in 
liaison with CF case managers on key CF bases to assist releasing CF members 
and their families through the transition from military to civilian life; and 
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» increased effort directed toward improving the awareness of CF members about 
VAC program benefits and services, and of VAC staff with respect to CF issues. 
In the range of 20,000 CF members received briefings or attended workshops / 
seminars in activities carried out across the VA Portfolio at the corporate, 
regional and district office level. Understanding the needs of the CF personnel is 
a priority across the Portfolio as an important ingredient in improving client 
service. This is accomplished through ongoing workshops and the development 
and distribution of learning tools (e.g. a booklet on Post Traumatic Stress 
Disorder that was distributed to all VS Branch employees in the Fall of 2000, and 
a video on Casualties of Peace, currently under development). 


Veterans Independence Program 


The Veterans Independence Program assists clients to remain healthy and 
independent in their own homes or communities by offering a variety of services to 
those who meet the eligibility requirements. A number of positive client outcomes 
have been achieved through this program in the past year, including: 


>» Ongoing improvements in the quality of care provided to clients in long term 
care facilities; 

> significant support to family caregivers to alleviate the physical, emotional and 
financial burden of caring for an elderly or disabled relative; and 

>» coordinated palliative care assistance to enable veterans to “die with dignity” in 
their own homes, surrounded by family and friends. 


In 2000-01, the total number of clients accessing the program was approximately 
68,900 with associated expenditures of $163 million. Actual expenditures confirmed 
that while the number of clients is decreasing, the number of elements and 
expenditure levels per client are increasing, due to an increase in the number of 
frail, elderly clients with extensive and complex health care needs. 


Ste. Anne’s Hospital 


Located in the town of Sainte-Anne-de-Bellevue in the 
province of Quebec, and renowned as a centre of excellence 
within Canada and abroad, Ste. Anne’s Hospital is the last 
long-term care and geronto-psychiatric establishment in 
Canada still administered by Veterans Affairs Canada. In 
fact, over 550 eligible veterans and civilians are hospitalized 
in this centre. 


The Government of Canada considers health care services for veterans a priority. 
At Ste. Anne’s Hospital, we strive to provide the highest quality care and services. 
Cutting edge programs are implemented to assure that residents are able to 
maintain their dignity and autonomy. Among the many programs are the Falls 
Prevention Program, the Physical Restraint Reduction Program and the Pain 
Awareness Program, which all contribute to broadening the Hospital’s scope. 


During the course of 2000, the Hospital was awarded a plaque by the Montreal 


Chapter of the Alzheimer Society in honour of its level of excellence in connection 
with the implementation of programs focussing on individuals suffering from 
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cognitive deficits. The Association of Professional Executives of the Public Service of 
Canada prestigious Award for Leadership in Service Innovation was also awarded to 
the dysphagia team for having designed a reformed food program that is unique in 
North America. These programs, along with many others, will be presented in 
Montreal in April 2001 during the National Conference on Best Practices in Long- 
Term Care. 


While pursuing its research to provide leading edge services to an aging population, 
Ste. Anne’s Hospital is looking towards the future, notably by taking part, every 
three years, in the accreditation process established by the Canadian Council on 
Health Services Accreditation and by pursuing its rigorous continuous quality 
improvement process. Furthermore, in order to enable its residents to live in an 
environment that is better suited to their needs, Ste. Anne’s Hospital has committed 
itself to a modernization and revitalization process and is seeking financing for an 
important renovation project that will enable its aging clients to benefit from a safer 
and healthier environment. 


Veterans’ Organizations 


Veterans Affairs values its strong relationships with the many 
veterans’ organizations and other groups from across the country 
that are working to help address the issues facing today’s veterans 
and their families. VAC’s ongoing collaboration and communication 
with these groups continue to result in important benefits to our 
shared clients. Some highlights of our collaboration with our 
partners include among other things: 


>» During the 2000-01 period, VAC participated in a very 
productive consultative process with the Merchant Navy Veterans’ organization 
regarding the MNVs one time compensation package. Advice was also received 
on wartime service and historical documentation. Meetings also occurred with 
the head of various Overseas Civilian groups who are positively implicated with 
Bill C-23 (the Modernization of Benefits and Obligations Act). 


>» In July 2000, Health Promotion Directorate held a major consultation exercise in 
the context of our falls prevention partnership with Health Canada. Royal 
Canadian Legion, War Amps, Peacekeepers, Korean Veterans, Aboriginal 
Veterans and Nursing Sisters participated. This led to the present continued 
involvement of these groups in the implementation of the Falls Prevention 
Initiative at the local level in the three pilot areas (Atlantic, Ontario and Pacific 
Regions). 


>» Residential Care Directorate consulted on a regular basis with the Gerontology 
Advisory Committee and Long Term Care Committee, on ways to enhance the 
quality of care in long term care facilities. This Directorate also worked with the 
Royal Canadian Legion to prepare material for submission to the Canadian 
Council Health Services Accreditation. VAC also continued to work closely with 
the Gerontological Council which is strongly represented by Veterans’ 
Organizations. 
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>» In July 2000, the VAC-Canadian Forces Advisory Council was established. The 
mandate of the Council is to provide guidance, expert advice and 
recommendations to Portfolio management on the development of new or 
adjustments to existing policies, programs and services to meet the needs of 
Canadian Forces veterans and their families. The Council consists of 
representation from: Canada’s Army, Navy and Air Force Veterans, the Canadian 
Association of Veterans in United Nations Peacekeeping, the Canadian 
Peacekeeping Veterans’ Association, the Gulf War Veterans’ Association of 
Canada, the Royal Canadian Legion; and the National Council of Veterans’ 
Associations in Canada. 


>» A National Roundtable consisting of representatives from VAC, Department of 
Indian Affairs and Northern Development, DND and First Nations Veterans 
progressed towards completion of a report on the treatment accorded to First 
Nations Veterans of the Second World War and the Korean War and their 
dependents. VAC will continue to work with the other government departments 
and aboriginal veterans’ organizations to address the issues facing First Nations 
Veterans and their dependents. VAC will also continue a similar effort to identify 
the concerns of Métis and Non-Status Indian veterans of the Second World War 
and Korean War. 


>» As part of the development and design of the highly successful Seniors Canada 
On-line Internet portal, VAC engaged the Royal Canadian Legion to share 
information regarding the purpose of the site as well as the key deliverables 
such as client outreach and seniors engagement. The RCL and the National 
Veterans’ Service Organization have been invited to contribute to the on-going 
development of the Seniors web site. * 


>» As acomplementary initiative to the Seniors Canada On-line Internet portal, 
46 Community Access Program (CAP) sites were established in Royal Canadian 
Legion branches across the country through a three-way partnership involving 
Industry Canada, VAC and the Legion branches. These CAP sites are intended to 
be delivery sites for health promotion programming in the Fall of 2001. The 
success of this initiative is largely attributed to the strength of the partnership 
between VAC and the RCL. 


* (Additional information on these initiatives can be found on page 29 of this report.) 
Merchant Navy Veterans 


On February 1, 2000, the government 
announced a one-time compensation 


package for Canada’s Merchant Navy ____Expected Result 
Veterans and surviving spouses. Canadian 1 SIGH), 

and Newfoundland Merchant Navy » compensation for sacrifice in 
Veterans who served during the First and service to Canada 


Second World Wars and the Korean War, 
and who were not wartime members of 
the Armed Forces for a year or more, were 
eligible to apply. 
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These payments compensated MNVs for demobilization benefits which they were not 
eligible to receive at wars’ end, and lost opportunity because of this. 


Originally $50 million was allocated by the Government for this package. Maximum 
length-of-service payments ranged between $5,000 and $20,000 with an extra 20% 
paid to prisoners of war. Merchant Navy Veterans or surviving spouses had until 
July 31, 2000 to apply for this benefit. 


As the Department did not know the total liability until all applications were 
adjudicated, only 60% of their entitlement was paid. Due to the large number of 
applications, an additional $20 million was allocated in October 2000. As of 
March 31, 2001, 13,928 applications had been received. Total funds paid out by 
March 31, 2001 amounted to $50.7 million in the processing of 7,063 claims. The 
Department also received 2,695 requests for review. 


The Table of Disabilities and Entitlement Guidelines Project 


The Table of Disabilities and Entitlement Guidelines Project was established to 
develop and implement new entitlement and assessment guidelines for the disability 
pension program. In 1999, consultations began within the Department and with 
veterans’ organizations, and a project team was established in the Fall of 2000. 


The objectives of the project are to improve the consistency, equity and quality of 
decisions in awarding and assessing pensioned disabilities; to increase the 
transparency of the process and decision making; and to enhance accountability. 
The revised Table of Disabilities will adopt a more holistic approach to rating 
disabilities, which will include an evaluation of both impairment and quality of life. 
The effects of pensioned conditions on an individual’s body systems and capacity to 
meet certain social and domestic demands will be rated. 


The Entitlement Eligibility Guidelines contain a current medical and scientific 
description of injuries and diseases for which pension application will be made. The 
completed guidelines will be based on credible peer review, medical research and 
literature, as well as comprehensive guidelines from various disability 
compensations bodies in Canada, the United States and Australia. A comprehensive 
draft of the Table of Disabilities and the Entitlement Guidelines were completed in 
March 2001. Consultations in the field and with veterans’ organizations and the 
Veterans Review and Appeal Board are ongoing. Piloting and testing of the new 
guidelines and associated business process is currently underway. 


Post Traumatic Stress Disorder & Gulf War Committee 


The VAC Post Traumatic Stress Disorder Committee and Gulf War Committee were 
amalgamated to coordinate all VAC activities, communications, research and 
initiatives in the areas of Post Traumatic Stress Disorder and Gulf War issues. This 
was in response to the special needs of those clients with Post Traumatic Stress 
Disorder and / or other stress-related psychiatric disorders as well as those who 
served in the Gulf War. In February 2001, a number of deliverables were produced 
including the Psychiatric Assessment Guidelines - Table of Disabilities, Diagnosis 
and Reporting Guidelines for Psychiatric Disabilities, Disability Pensions and Health 
Care Protocol and the Pensions and Health Care Information Sheet for Clients with 
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Psychiatric Disorders. A PTSD health promotion information booklet was also 
produced. 


Bill C-41 (Act to Amend the Statute Law in Relation to Veterans' Benefits) 


In 2000-01, the Department supported 
the development and passage of 


Expected Result Bill C-41 which contained amendments 
Re to 17 acts. Now Chapter 34 of the 
» improved basic standard of living Statutes of Canada of 2000, this 


legislation was brought into force on 
October 27, 2000. It repealed 
subsection 21(4) of the Pension Act, 
thereby allowing all members of the Canadian Forces who have service-related 
disabilities to receive disability pensions while they are serving, ensuring equity of 
access to benefits to all CF members, regardless of whether the injury occurred in 
Canada or on a foreign deployment. 


Bill C-41 also extended full access to veterans’ pension and income support benefits 
to members of civilian groups with wartime service overseas, notably the Canadian 
Red Cross, St. John's Ambulance, Newfoundland Overseas Foresters, Canadian Fire 
Fighters, and Ferry Command (pilots who ferried aircraft over the Atlantic). This 
legislation also made a number of minor improvements to veterans’ legislation, such 
as: 


>» permitting disability pensioners who are married to (or living common-law with) 
each other to each receive the married rate; 


>» extending remission authority to all types of overpayments of clients' benefits, 
while improving the ability to collect without causing hardship; 


> reformulating the provisions governing the assessment of outside disability 
benefits (e.g. workers’ compensation, U.N. disability compensation, 
court-awarded damages for personal injury); 


> providing for a one-year continuation of a deceased client's pension to the 
guardian of the client's orphaned children; 


>» correcting the pension indexation formula; and 
> clarifying the exchange and use of client personal information. 


As of March 2001, over 1,300 disability pensions were put into pay for still-serving 
regular members of the Canadian Forces. 


Bill C-23 (the Modernization of Benefits and Obligations Act) 
Most of the programs administered by Veterans Affairs contain provisions pertaining 
to the spouse or common-law partner of qualifying veterans and civilians. 


Amendments to seven of the governing statutes were enacted, effective July 31, 
2000, by Bill C-23 (the Modernization of Benefits and Obligations Act), now 
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Chapter 12 of the Statutes of Canada of 2000, to extend equal benefits and 
obligations to all common-law partners, while maintaining the clear legal distinction 
between married and unmarried relationships. These amendments are consistent 
with amendments made by the same Bill to 61 other federal statutes that provide 
for benefits and obligations that are a function of a person’s relation to another 
individual. Similarly, consistent amendments were drafted, in cooperation with the 
Department of Justice, to implement the same policies with respect to the 
regulatory texts administered by Veterans Affairs. 


Federal Health Claims Processing Systems 


The Federal Health Claims Processing Systems is a proprietary system of a third 
party contractor that is utilized by VAC, DND and RCMP to process health care 
claims for our clients. The Federal Health Claims Processing Systems Service 
Contract will include the benefit administration aspect of both the Veterans 
Independence Program and Treatment programs and the claims processing for 
Veterans Affairs Canada, DND and the RCMP. Health Care Division undertook 
bilateral discussions which resulted in agreements with its two partner departments 
to share the services of the VAC health claims contract. It is estimated that the 
savings to the federal government from the development piece alone may exceed 
$20 million. A further outcome is that the provision of detailed management 
information has allowed VAC's two partners to better manage the health programs 
for their members. 


The current initiative to further expand the scope of the contract to include the 
administration of the Veterans Independence Program, as well as the management 
of the transition for VAC and its partners, represents significant savings to the three 
departments. The costs to the government of having the three departments re- 
tender separately and ultimately develop three virtually identical processing 
systems under separate contracts would be redundant and wasteful. 


Long-Term Care Strategy 


In accordance with the multi-year Expected Result 


long-term care strategy to 


effectively provide long-term care, > appropriate care in logical location 
VAC has: 


>» authorized payment for 850 
previously unused priority access beds; 

>» continued the Overseas Veteran at Home Pilot to ensure the required care for 
clients awaiting placement in a long-term care bed; 

>» coordinated a “best practices” meeting for long-term care providers; 

>» continued the “Quality-of-Care” questionnaire for families and clients; 

» initiated communication with the Canadian Council on Health Services 
Accreditation to establish awareness of VAC clients and their eligibility within 
long-term care facilities; and 

>» opened a Day Centre at Broadmead Lodge. 
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National Health Promotion Strategy 


The following are the accomplishments achieved this fiscal year, 2000-01, under the 
strategy: 


Falls Prevention Initiative 


Veterans Affairs Canada and Health Canada are 
collaborating in a joint initiative to invest in a 
community-based falls prevention pilot program. Expected Result 
Atlantic Canada, Ontario and British Columbia / 
Yukon are involved in the pilot. 


> optimization of health 


Falls are the leading cause of fatal injury among 
Canadian seniors and account for more than half 
of all injuries in the seniors’ population. They often lead to an irreversible decline in 
personal function, institutionalization and death. Falls are costly to the health care 
system and have enormous consequences to seniors themselves. Approximately 
one million or one in every three seniors living in the community will experience at 
least one fall per year. For veterans who are over the age of 65, whose health 
status is not as good as that of the general senior population, the incidence of falls 
is 38%. 


The pilot has the potential to reach almost 70% of Veterans Affairs Canada's war 
service veterans and approximately 60% of all Canadian seniors. 


Veterans Affairs Canada has committed $10 million to this pilot project over a four- 
year period. The funds will be distributed through Health Canada's Population 
Health Fund. The pilot will allow both departments to advance falls prevention 
knowledge in Canada. It will identify best practices, program models and 
community settings that effectively reach community dwelling veterans and seniors, 
as well as address the range of risk factors in a meaningful way. This project is 
consistent with the broader governmental horizontal management approach because 
of its unique operational partnership delivery mechanism. 


There is also a need to create broader awareness of the issue. By involving new 
sectors, creating new partnerships and developing tools for use by organizations 
and communities that want to implement falls prevention strategies, the initiative 
will help to create safer home and community environments for older Canadians. 
There are three phases of project funding. The priority for Phase 1 funding is 
projects that develop working partnerships among key organizations and assess 
community strength and capacity to address issues related to falls prevention. The 
priority for Phases 2 and 3 funding is on establishing partnerships which address the 
priority areas of physical environment and personal health practices within high risk 
populations. The release of the phases for Atlantic, Ontario and Pacific Regions 
were: Phase 1 in October 2000, Phase 2 in February 2001 and Phase 3 to be 
released in November 2001. 
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Caregiver Symposium 


Veterans Affairs Canada is presently providing 
service to a group of clients who are part of the 


__Expected Result____s | oldest subset of Canadian society. Asa result, 
VAC is ideally positioned to contribute to policy 
> client independence and development regarding caregiving issues that 
healthy lifestyle emerge from present demographic trends. 


In May 2000, VAC sponsored a Caregiver 
Symposium in Halifax. This public symposium 
consisted of presentations from a panel of experts in this field, as well as discussion 
with people actually undergoing the caregiver experience. 


The purpose of this forum was two fold: 


>» to provide an opportunity for the Canadian public to participate in an ongoing 
policy discussion regarding caregiving issues in our modern day society; and 


> to contribute to the creation of learning tools to be used in conjunction with 
learning programs focused on gerontology. A video, entitled Connecting 
Caregivers, was created and is intended for use both as part of such learning 
programs and as part of the VAC Caregiver Kit. 


Future plans include enabling further policy discussion, and creating additional tools 
and products to assist veterans and Canadians in dealing with their caregiver 
dilemmas. 


Telehospice 


The Telehospice project was set up as a pilot project in West Prince County, Prince 
Edward Island, to test improved ways to deliver palliative care in that community. 
The project provides palliative care clients, some of whom are veterans, with the 
equipment to enable video nursing visits 24 hours a day. After two years of 
operations, the initial evaluation data indicates the following outcomes: a high 
degree of satisfaction for both clients and their caregivers; a more efficient use of 
scarce nursing resources; and a dramatic reduction in hospital outpatient visits and 
hospital admissions for these clients. A more detailed evaluation will be conducted 
in the near future. Emerging plans include building on this knowledge to expand 
this project to a broader client base and to start building on resulting learnings so 
as to adapt this delivery mechanism to areas of care other than palliative care. 


: “Dear (name): This note is long overdue. I want you to know how much I 

: appreciated your concern and assistance during my husband’s last illness. 

: (Name) was a beautiful person and accepted his illness with great courage 

: and acceptance. He wanted so much to remain at home and I am so grateful 
: he could. I was with him when he died and although I miss him sorely, his 

: death was so peaceful, just as he was. Thank you for your kindness. Iam 

: most grateful.” 
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Royal Canadian Legion Computer / Internet Access Projects 


In 1999 a pilot project was conducted in Nova Scotia and Prince Edward Island in 
partnership with the Royal Canadian Legion. The objectives of the project were: 

1) to provide VAC clients with access to modern computer technology and with the 
skills necessary to navigate the internet; and 2) to assist clients in accessing health- 
related and other pertinent information on the internet and in their local 
communities. 


Based upon the success of this pilot, work has been underway to extend this 
initiative across the country. VAC and Industry Canada have collaborated by using 
the urban Community Access Program to develop the infrastructure to deliver the 
health promotion project in 2001. Two Intergovernmental Agreements have been 
signed between VAC and Industry Canada to establish 18 CAP sites at Legion 
branches in Ontario and 26 CAP sites at Legion branches in six other provinces. 

To date, seven contracts have been approved between VAC and the RCL Provincial 
Commands of Pacific, Alberta and Northwest Territories, Manitoba and Northwestern 
Ontario, Ontario, New Brunswick, Nova Scotia and Newfoundland. Once the CAP 
sites are established, the health promotion project will be delivered at selected 
Legion branches in the Fall of 2001. 


The main goal of Seniors Canada On-Line is to collaborate and build partnerships to 
ensure that multi-service delivery channels compliment each other in providing 
citizens with a variety of choices for accessing information they need. Citizens will 
be able to choose the most appropriate method of service delivery to suit and meet 
individual needs and preferences. 


To further this goal, Veterans Affairs Canada signed a partnership agreement and 
governance model with six federal partners and has initiated discussions for 
partnering with Ontario and Prince Edward Island. In addition, the Seniors Canada 
On-Line Project Office has developed a seniors engagement strategy based on 
consultations with seniors and representatives from seniors’ associations and 
organizations, which outlines the best way to involve seniors in the development of 
the portal. Another step taken was to hold focus testing sessions with seniors, their 
families and caregivers in Halifax and Montreal to verify client satisfaction with the 
site and identify needs that will be incorporated into future development. 


2.0 Pensions Advocacy 


Strategic Outcome: 


The rights of Veterans Affairs Canada clients protected through 
professional, legal representation in appealing decisions related to 
disability pensions and allowances. 


Resources Allocated to ($ millions) 


Strategic Outcome 
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Key Partner 
>» Royal Canadian Legion 


In 2000-01 the Bureau of Pensions Advocates was 
solely responsible for the case presentation and 
client representation at 3,958 review hearings and Expected Result 
1,821 appeal hearings. The Bureau worked jointly 
with the Royal Canadian Legion on 256 additional > professional case 
review hearings, and the RCL was solely preparation and 
responsible for 90 appeal hearings. representation 


The Bureau’s average service standard delivery 
time was 91 days for review hearings and 86 days 
for appeal hearings. 


A random sample of two cases per Advocate for 15 
Advocates were chosen to evaluate the 


__Expected Result | effectiveness of marshalling of evidence, 
argumentation and presentation of cases on behalf 
> clients being informed of clients. The Chief Pensions Advocate studied 30 
of the process and their BPA files and 15 hearing tapes and interviewed 
rights Advocates responsible for preparing appeal level 


cases. Eighty percent of cases were rated as 
excellent and 12% were rated fully-satisfactory. In 
8% of cases there were noted areas of 
improvement. The Chief Pensions Advocate will institute discussions with Advocates 
to address areas of concern. 


A study of adjudicative results in terms of similar awards for similar conditions was 
conducted to verify consistency with respect to legislation. In the coming year, the 
Bureau will establish an ongoing dialogue with the Veterans Review and Appeal 

Board and other departmental officials to resolve any areas of perceived weakness. 


From the client satisfaction survey conducted in 2000, of immediate concern was 
the low satisfaction rating expressed by respondents for having their lawyer spend a 
reasonable amount of time with them before the hearing. To improve this service, 
the Bureau has reduced the number of hearings per day to allow for more time 
between hearings to meet with clients, prepare them for the hearing process, and 
answer questions. 
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3.0 Commemoration 


Strategic Outcome: 


A knowledgeable Canadian public that recognizes the achievements and 
sacrifices of Canada’s citizens in the defence of freedom and appreciates 
the historical significance of these accomplishments in the development 
of Canada as a nation. 


Resources Allocated to 


Strategic Outcome 


Key Partners 


Provincial and Territorial Departments of Education 
Canadian War Museum 

Veterans’ Organizations 

STEM~Net 

Commonwealth War Graves Commission 
Foreign Governments 

Last Post Fund 

Canadian Heritage 

National Defence 

Industry Canada 

Public Works and Government Services Canada 
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The Commemoration Program, anchored by public education and community 
outreach activities, provides the framework for continued and expanded 
commemorative efforts. 


Public Education 


Educational efforts were directed towards the development of innovative products 
for Canadian youth, including the completion of two videos for the Second World 
War education kit; the 
completion and 
distribution of a resource 
kit on the “Tomb of the Expected Result 11 
Unknown Soldier”; 
continued distribution of >» increased knowledge and public awareness of 
previously produced commemoration subject matters by Canadians, 
products; and, the especially youth 

production of a public 
service announcement 
about the “Black 
Battalion”, which will be used to promote the “Black Battalion” Education Kit 
in 2001. 
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The interactive learning exhibit of “Chronicle of an Unknown Soldier” was presented 
to approximately 2,000 cadets, including exchange cadets from the United States, 
Bermuda and other Carribean countries, and staff at the cadet camp HMCS Acadia in 
Nova Scotia from July 31, 2000 to August 11, 2000. The Merchant Navy scenario of 
the exhibit was performed at Pier 21 in Halifax, Nova Scotia from November 6 - 10, 
2000 during Veterans’ Week. This exhibit was considered by youth to be 
informative, memorable and inspired them to seek further information about their 
family history, and also Canadian military history. 


Community Outreach 
Community outreach efforts were focused on three priorities: 1) the development of 


products, publications, displays; 2) conducting ceremonies and other special events; 
and 3) developing the commemoration portion of the Portfolio’s web site. 


Canada 1945-2000 Netherlands was published for the pilgrimage to commemorate 
the 55" Anniversary of the Liberation of the Netherlands, British Commonwealth Air 
Training Plan was published highlighting the important contribution Canada made in 
this area. 


A major advancement was made in the Canadian Virtual War 
Memorial which was relaunched on November 10, 2000. The 
relaunch announced the site’s ability to accept scanned 
images from the public and allow the public to view 
submissions - giving increased meaning to the names and 
lives of those who died in the service of Canada. From 
November 2000 to March 31, 2001, 1,377 images were 
submitted. The site had a total of 54,163 hits from 

April 1, 2000 to December 31, 2000. This program preserves 
Canada’s past and encourages Canadians to actively participate in the building of a 
virtual memorial to Canada’s war dead. 


Documents of Second World War soldiers were repatriated from Russia in late 2000. 
The documents belonged to 30 Canadian soldiers. Of these soldiers, 19 had been 
casualties. Eighty-six related images were scanned and mounted on the Canadian 
Virtual War Memorial. These images consisted of paybooks, photographs and 
service books. To date, the documents for 27 of the 30 soldiers have been returned 
to the individual or their next of kin. This effort recognized the sacrifice of lives and 
of families, and resulted in very emotional and touching responses from many next 
of kin. 


The Books of Remembrance, continue to receive high visitation rates at the 
Memorial Chapel on Parliament Hill. Fifty-six new entries have been identified for 
inclusion in 2001 and 14 corrections are scheduled. The Canadian Virtual War 
Memorial continues to have a link directly to the Books of Remembrance website. 


Honours and Awards 


On November 6, 2000 a Ceremony Expected Result 


of Remembrance was held in the 
Senate marking the start of » veteran recognition in life and death 
Veterans’ Week and honouring the 
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60" Anniversary of the establishment of the British Commonwealth Air Training 
Plan. The late Gildas Molgat, then Senate Speaker, presented Canadian 
Peacekeeping Service Medals to five Air Force Veterans who began their Royal 
Canadian Air Force careers at British Commonwealth Air Training Plan training sites 
and completed peacekeeping tours in the post-war period. Medals were also 
presented to five serving members of the air force in recognition of more recent 
peacekeeping services. A Commemorative Distinction in the form of a pennant was 
also unfurled for presentation to museums and air stations across Canada that have 
worked to keep alive the important story of the BCATP and the key contribution it 
made towards allied victory in the Second World War. 


Veterans Affairs provides the first issues of war service medals and awards to 
eligible veterans or their next of kin, free of charge. We also supply replacement 
sets, but at a cost. 


Pilgrimages and Ceremonies 


The 55" Anniversary of the Liberation of the Netherlands 
pilgrimage was conducted from May 1 - 11, 2000. The Tomb 
of the Unknown Soldier repatriation occurred from 

May 22 -25, 2000 with re-interment in Ottawa on May 28, 
2000. The 55" Anniversary of the Liberation of the Hong 
Kong Prisoners of War pilgrimage took place from 

November 27 - December 8, 2000. 


The remains of two Canadian soldiers were discovered overseas and funeral 
ceremonies were organized and held for each. The services were held in France and 
Holland, respectively. 


The Department also held its annual Commemorative ceremonies in France, at the 
Beaumont-Hamel Memorial in July 2000, and at the Vimy Memorial in 
November 2000. 


Veterans’ Week 


The Veterans’ Week theme for 2000 was “Legacy of 
Peace”. Across Canada, commemorative ceremonies 
and events take place during the week leading up to 
Remembrance Day. This week continues to be one of 
the most highlighted and high impact times for commemoration to occur. 


Funeral and Burial 


The Last Post Fund Corporation is a non-profit organization closely associated with 
Veterans Affairs Canada and is mandated to ensure, insofar as possible, that no 
veteran who served Canada in wartime is denied a dignified funeral and burial for 
the lack of financial resources at the time of death. The overall transfer of the 
administration of the Department’s Funeral and Burial program to the Last Post 
Fund is not complete, but continues to move towards this goal. 
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Graves, Grave Markers and Cemeteries 


The Department continued to carry out its responsibility for grave maintenance for 
approximately 110,000 Canadian war dead located in 74 countries. This 
responsibility also encompasses an estimated 300,000 grave sites located in about 
15,000 cemeteries across Canada where service personnel, veterans and others, 
buried at the expense of Canada, rest. VAC began supporting Canadian war graves 
in South Africa and obtained initial material for assessing current conditions of these 
grave sites. Discussions have occurred with the Department of National Defence 
regarding the care of post-war graves located in Europe. 


Memorials 


During 2000-01, a Treasury Board 
submission was prepared requesting funding 
for a restoration project for the 
Department’s 13 European monuments, 
including the Vimy Memorial. To date the 
preliminary discussions have been receiving 
favourable support. The Vimy Monument 
has had a stone assessment completed. 
Tests have been performed on the stone and 
the original quarry in Croatia has been 
located and found to be still open. 


Expected Result 


>» maintenance, preservation 
and showcasing of Canada’s 
commemorative resources 


Further measures were undertaken to assess, restore and 
enhance the historical and environmental integrity of our 
European memorial sites, including landscape restoration, 
forestry management and battlefield terrain monitoring. 
Significant attention was again devoted to historical and on- 
site research at both Vimy and Beaumont-Hamel. 
Construction also commenced on an interpretive center for 
the Beaumont-Hamel Newfoundland Memorial Park. Plans call 
for the center to be completed and opened on July 1, 2001. 


Since the 1970's VAC has provided young Canadians with the opportunity to serve 
as guides at the Vimy Canadian Memorial, and since 1997, at Beaumont-Hamel 
Newfoundland Memorial as well. Guides are hired under the Federal Government’s 
Student Employment Program. They offer site interpretation and tours during one 
of three 3 Y%2 month sessions: January to May; May to August; or August to 
November. During fiscal year 2000-01, thirty-three Canadian students were 
afforded this excellent opportunity to learn about, and share, Canada’s First World 
War heritage. 


4.0 Corporate Administration 


Although Corporate Administration does not have a specific strategic outcome, the 
staff who fulfill these administrative responsibilities, do so in support of their fellow 
staff members providing direct client service. Work in this business line supports all 
employees. The following is a description of some of their accomplishments: 
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VAC Five Year Strategic Plan 


Following extensive consultations with veterans’ organizations, other external and 
internal stakeholders and partners, VAC has developed a strategic plan that 
provides a framework for implementing the Department’s vision over the next five 
years. The two strategic objectives described in the plan - Integrity of our 
Programs and Service Improvement, and Organizational Effectiveness - are 
supported by ten strategic priorities that aim to ensure that our core health, 
disability pension, compensation and commemoration programs meet the evolving 
needs and changing circumstances of veterans and other clients. The plan also 
reaffirms a commitment to maintain personalized services to all our clients while 
providing the necessary direction, infrastructure and training and learning 
opportunities for staff so that they can achieve their service improvement 
initiatives. 


Progress in advancing the strategic initiatives identified in the plan will be reviewed 
twice a year, beginning in September 2001. 


Human Resources Initiatives 


VACs highly dedicated and skilled workforce was supported through a variety of 
employee-focused initiatives. A Portfolio Coordination Response Team including 
management, union representatives and staff was formed to address immediate 
issues of concern raised in the Public Service Survey. VAC continues to 
demonstrate our ongoing commitment to a supportive work environment. 
Initiatives include the formation of a Family Friendly Workplace Committee and a 
Workplace Well Being Sub-Committee in support of general well-being of staff; the 
development of a Leadership Workshop module to better equip our managers in 
positively influencing the work environment; the implementation of a pilot 
Employment Equity Mentoring Program and the Employment Equity Development 
Program to offer specific opportunities for employment equity group members; and 
on-going initiatives to sensitize staff regarding the use of both official languages. 


Information Management / Information Technology 


The new Information Management / Information Technology Division (IM/IT) 
became effective April 3, 2000. During the 12-month reporting period, the 
organization has been stabilized through the completion of senior management 
staffing actions. The IM/IT model was implemented and the new IM/IT governance 
process has been confirmed and is operating. 


The second release of the CSDN occurred on March 19, 2001, followed a week later 
by its associated database. All activities related to implementation, such as user 
training and basic technical knowledge transfer, were brought to successful 
conclusion for this major initiative. 
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Knowledge Economy Partnership 


The Knowledge Economy Partnership (KEP) is a partnership between the Federal 
and Provincial governments as well as with educational institutions. KEP continues 
to be involved in a number of cross-jurisdictional initiatives to support client-centred 
co-delivery and the development of a knowledge economy on Prince Edward Island. 


Financial Information Strategy 


All Financial Information Strategy related initiatives were 
completed with the associated training and policy work, as 
scheduled. This included implementation of a new financial 
system called FreeBalance, and an upgraded National 
Inventory supported by a new asset and materiel 
management system called Automated Material Management Information System. 


information 
wtrategy 


Audit and Evaluation 


The Audit and Evaluation Division conducted numerous studies during the 2000-01 
fiscal year which looked at various components of programs and operations. 
Recommendations raised in each study were presented to senior managers and 
each report was subsequently approved by the Departmental Executive Board. 


Reviews, audits and evaluations completed in the 2000-01 fiscal year included: 


>» The Assurance Study On The Year 2000 Project 

>» Evaluation Framework - DND/VAC Centre For The Support Of Injured And 
Retired Members And Their Families Evaluation 

Audit of Security 

VAC Conflict Resolution Process Review 

Workload Analysis Phase II Review 

Review of Contract Administration 

Veterans Services Ethics Advisory Committee Evaluation Framework 
Pension Review Evaluation Assessment 

Review Of The Implementation of PeopleSoft at VAC 

Audit of Modifications To The VAC Prescription Drug Program 

VAC Transition Coordinator Pilot Project Evaluation Framework 
Baseline Study of the Benefit Processing Unit 

Veterans Independence Program Evaluation Framework 
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Examples of the studies conducted with their recommendations and management 
response are as follows: 
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VAC Conflict Conflict resolution > Training options will be 
Resolution training be mandatory for identified 
Process Review all employees » Responsibilities for 
Promotion of services - promotion to be 
Focus on facilitation and established 
mediation rather than New facilitation / 
advice mediation model is to be 
Relocation of office for prepared 
privacy considerations Office will be relocated 
Statistics be used to Data collection and use 
identify issues and trends will be reviewed 


Audit of Establish time lines for Drug Utilization Review to 
Modifications to the drug utilization review become an integral part 
the VAC Utilize VAC nurses more of administration 
Prescription Drug effectively in team Role of nurse will be 
Program approach clarified and strengthened 
Develop and update Commitment to re- 
policies evaluate and update 
Provide an audit trail to policy 
track system access and Periodic usage requests of 
usage the Pharmacy Point of 
Implement initiatives to Sale System will be made 
manage costs Cost management 
remains a priority 


Three planned studies identified in the 2000-01 Report on Plans and Priorities were 
replaced with other work due to changed priorities and operational circumstances. 
The Pension Program Operations and Benefits study was deferred due to 
implementation of a new program delivery system. Assistance to Results 
Measurement Studies was not required as these studies were not undertaken during 
the year. The Veterans Affairs Canada - Canadian Forces Initiative study was 
deferred and replaced in the interim by two evaluation frameworks for specific 
activities within the Initiative. 


5.0 Veterans Review and Appeal Board 


Strategic Outcome: 
Fairness in the Disability Pension and War Veterans Allowance Programs. 


Resources Allocated to ($ millions) 


Strategic Outcome 
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Service Delivery 


The Veterans Review and Appeal Board is committed to providing clients with faster, 

more convenient, and seamless access to information about the Board and its 
program in both official languages. 

fo Se ee te ee ee MOC eEnIZaLlolr Ol Ser vicerdelMenvands 


: “This lady showed compassion and : resulted in the Board’s implementation 
: understanding that behind a file : of two new points of access: the 

: number is a person that has emotions : Veterans Review and Appeal Board 

: and worries that everyone has in life.” ; website and a toll-free number for 


In January 2001, the Veterans Review and Appeal Board launched its website as 
part of the Government On-Line initiative to improve service delivery and 
communications with its clients. The website raises awareness of the Board's role, 
mandate and how it operates for clients, representatives and other stakeholders. 


The creation of the VRAB website generated a need to develop 
visual interest that reflected clients and the quasi-judicial role 
of the Board. That image is reflected on our website. 


The Veterans Review and Appeal Board’s website enables 
browsers worldwide, specifically our Canadian Forces clients, 
to electronically access information and e-mail enquiries about 
the Board and its program 24 hours a day, seven days a week. The VRAB Website 
Address is http://www.vrab-tacra.gc.ca. 


The Veterans Review and Appeal Board has also implemented a toll-free number to 
provide clients with convenient access to information about the status of their claim. 
The toll free number for the Veterans Review and Appeal Board is 1-800-450-8006. 


On-line information and services of equal quality are provided in both official 
languages to serve our English and French clients. 


Raising Awareness of Emerging Canadian Forces Issues and Needs 


The Veterans Review and Appeal Board is sensitive to the needs of former and 
current CF clients and has participated in a number of VAC-CF initiatives. Canadian 
Forces clients made up 49% of all review and appeal claims before the Board in 
2000-01. The number of Canadian Forces clients in comparison to other client 
groups has been increasing and the Board has responded by providing targeted 
training for members and staff to raise their awareness of emerging CF Members’ 
issues and needs and to address the differences and complexities of their claims. 


Veterans Review and Appeal Board 
Client Satisfaction Survey 


In the 1999-2000 fiscal year, the Veterans Expected Result 
Review and Appeal Board conducted a 


client satisfaction survey to provide clients » clients informed of their rights 
with an opportunity to comment on the 
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quality of service they received from the Board. The majority of clients (72%) were 
either very satisfied or satisfied with the overall quality of service they received 
from the Board. These results are excellent when consideration is given to the fact 
that 30% of the clients surveyed received fully favourable decisions. The Veterans 
Review and Appeal Board has published the results of the client satisfaction survey 
and has received favourable feedback. 

To improve the level of satisfaction with 
its services, the Board continues its 
commitment to quality service by 
evaluating and implementing 
opportunities for improvement. 

The Board has taken action to address issues from the survey with respect to 
hearing facilities, conduct of hearings, oral and written communications and 
timeliness in the processing of decisions. Training continues to be an on-going 
process and the feedback from clients has been a helpful tool to ensure that 
members and staff receive the appropriate training to ensure a consistent, timely 
and independent review and appeal process and to inform clients of their rights. 


“Always room for improvement, but 
: they did a very good job.” 


Members’ Training 


As part of its commitment to potectrnneceenercnenemennennesnenenanenemgeeneneaenee Ac behtnetn ses vey 
professionalism, the Board ' “The more training and courses that can be 
conducts ongoing Professional given to members the better, as I believe 
Development Programs for its Haase Most important: 
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training program, all members 

take part in training sessions and workshops held at various times throughout the 
year. 


Annually, the Board conducts a week long Members’ conference as part of their 
ongoing professional development. This year, as part of the follow-up to the VRAB 
Client Satisfaction Survey, the Board arranged an additional week long training 
session consisting of workshops on dictation, decision writing, conduct of hearings, 
case scenarios, the Table of Disabilities and Entitlement Guidelines and 
Professionalism by Design. 


To measure the consistency and 
effectiveness of its training 
program for Members, the Board 
conducted a Members’ Training 
Survey. The survey’s goal was to 
assist the Board in the refinement BEES 
of its training and education 
program and to respond to the 
ongoing professional 
developmental needs of Board 
members. 


Overall, how would you rate the 
effectiveness of the training you received? 


No Response 
. 10.0% 


Based on the survey results, in 
which 90% of the Members 
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responded, 80% rated the overall effectiveness of the training received as excellent. 
As well, 80% of the Members responding rated the training as excellent in that it 
had properly prepared them to assume their duties. 


Even though the survey results revealed a high level of satisfaction and reinforced 
the benefits of the training program, the Board is implementing several additional 
training and development initiatives. 


Public Service Employee Survey Follow-up 


In addition to being an active participant in the follow-up activities by the Portfolio 
in response to the Public Service Employee Survey, the Veterans Review and Appeal 
Board took action to address concerns raised by its own staff and members. The 
Board conducted a goals and objectives exercise with staff which included individual 
learning and development, creating a harmonious and supportive work environment 
and improving communications with staff. This exercise resulted in the 
development of VRAB learning guidelines, increased support to staff in the 
identification and achievement of their learning goals and objectives as well as 
career development, and improved communications throughout the Board. The 
Board also conducted conflict resolution training for all staff and members to 
reinforce the Board’s commitment to ensuring its work environment remains free of 
harassment and discrimination. 


Review and Appeal Process 


Under Section 40 of the Veterans Review and 
Appeal Board Act, “all proceedings before the Board 


Expected Result shall be dealt with as informally and expeditiously 
as the circumstances and consideration of fairness 
> consistent, timely, permit”. 
independent review 
and appeal process The Board conducts review level hearings in over 


40 locations across Canada and arranges for new 
hearing locations to accommodate Canadian Forces 
clients when warranted, such as Cold Lake, Alberta. 
In the spirit of client service delivery and to increase the accessibility and efficiency 
of the Board, there are a variety of hearing options available to clients: in person, 
video conferencing, written submissions and single member review panels. 
Hearings conducted using video conferencing technology is extremely effective and 
responds to challenges around geographic distances and urgent claims. In the 
2000-01 fiscal year, the Board heard 824 claims by video conference. 


The Board’s hearing proceedings are informal as well as non-adversarial and clients 

can expect open and respectful communication throughout the proceedings. Based 

on the Board’s recent results of the client satisfaction survey, clients rated very high 
levels of satisfaction with their hearing. Clients rated that they were most satisfied 

(94%) that Board members treated them with courtesy and respect. 
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At the review hearing, clients are provided with an important opportunity to present 
oral testimony or produce witnesses to testify on his or her behalf. Clients are not 
required to attend appeal 
hearings, and even if they 
choose to, only documentary 


: “While the decision was not in my favour, I 
: could not fault the individuals who represented ; 
: the Board. They were courteous and respectful evidence.canibe presented: 


in every aspect of the hearing.” Basi epliiba antalya 


simple terms to provide 
clients with straight forward explanations as to their decision results. Decisions are 
normally issued one month from date of hearing and in the case of written 
submissions, approximately one month from the time that the Board receives the 
claim and submission. The Board monitors issues of fairness and openness and 
inquires into such through any written complaints received from its clients and when 
warranted, takes appropriate measures to resolve the complaint. 


Whitehead Study 


Over the past number of years the Board observed that a large proportion of its 
workload consisted of claims for noise induced hearing loss, many of which came 
from still serving or recently retired members of the Canadian Forces. Each of 
these claims documents imparted the human suffering and loss of quality of life of 
those who have had their hearing damaged by occupational noise while in military 
service. The magnitude of claims received by the Board caused it to commission 
Gordon Whitehead, an eminent audiologist and teacher, to conduct a study of 
hearing loss claims. 


The written findings of Mr. Whitehead’s study have been shared with the Canadian 
Forces and they, in conjunction with Veterans Affairs Canada, are considering 
further studies based on those findings. 


Veterans Review and Appeal Board - Legal Unit 


The Legal Unit of the Board monitors Federal Court decisions on the Board’s rulings 
that are taken to the Court on judicial review. The Board’s training materials and 
aids to interpretation are updated on a continual basis to reflect the decisions of the 
Federal Court. 


New Member Appointments 


In the 2000-01 fiscal year, there were four new members appointed to the Veterans 
Review and Appeal Board in addition to reappointments of current members. Every 
new Board member receives intensive training on all aspects of the adjudication 
process, including the legislation, administrative law, medical and legal issues, 
conduct of hearings, conflict resolution and decision writing. New members are 
matched with experienced members, as well as Pension and Allowance Analysts as 
part of their mentoring process, to learn the various complexities of the adjudicative 
and hearing processes. 
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Liaison with Veterans’ Organizations 


A top priority of the Board is continuing liaison with Veterans’ groups and 
organizations. During the past year, the Chair and senior staff attended the 
Biennial convention of the Royal Canadian Legion in Halifax. The Board also 
participated in the RCL Service Officers’ Annual Conference held last fall in 
Charlottetown. A panel of members and senior staff shared perspectives on the 
review and appeal processes in terms of best practices and responded to questions 
raised by the Service Officers. The Board also conducts ongoing consultations and 
visits with the War Amputations of Canada, the National Council of Veterans 
Associations, the Hong Kong Veterans Association and the Army, Navy and Air 
Forces Veterans Association. 


Table of Disabilities Briefings 


During the 2000-01 fiscal year, Veterans Review and Appeal Board members 
participated on a number of consultative briefings on the revisions to the Table of 
Disabilities and Entitlement Guidelines as part of a familiarization and education 
process to the revisions being carried out. 


Service Standards Measurement Results 


The Veterans Review and Appeal Board is committed to providing timely delivery of 
service to its clients. When you apply for a review or appeal to the Veterans Review 
and Appeal Board, it strives to send a decision within one month from the date of 
the review or appeal hearing. In the case of written submissions, the Board strives 
to process claims and send a decision within one month. The Veterans Review and 
Appeal Board publishes its service standards in the “At Your Service” booklet and on 
its website. 


In the 2000-01 fiscal year, the Veterans Review and Appeal Board adjudicated on 


4,281 reviews and 1,758 appeals and heard 281 applications for reconsiderations. 
The Board also issued 84 decisions for War Veterans Allowance appeal hearings. 
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. Consolidated Reporting 


1.0 Social Union Framework Agreement 


The following activities reflect the spirit of the Social Union Accountability 
Framework. 


All Canadians are Equal 
Aboriginal Peoples of Canada 


For many years, Aboriginal Veterans have claimed that they and their dependents 
were not treated fairly by the Government of Canada during and after the wars. 

A National Round Table process with First Nations veterans and the Assembly of 
First Nations was Officially launched in November 2000 to: conduct research on 
legislation, policies, and programs available to First Nations veterans and their 
spouses; collect personal testimonies from First Nations veterans; and gather data 
to determine the number of veterans and surviving spouses and widows. The NRT 
was a collaborative effort of the Government of Canada, Assembly of First Nations, 
the Federation of Saskatchewan Indian Nations, and First Nations Veterans from 
across Canada. 


The NRT is expected to complete its work in May 2001. An analysis of the findings 
in the report will be completed over the summer months. The NRT process has 
contributed towards improving relations and understanding between government 
and First Nations veterans. 


Métis and non-status Indian veterans have also expressed grievances with respect 
to their treatment during and after the wars. Discussions are now underway with 
Métis and non-status Indian veterans’ organizations to set up a fact-finding process 
to examine their concerns. 


Informing Canadians - Public Accountability and Transparency 

Achieving and Measuring Results 

Client / Family Satisfaction Questionnaires 

Since 1999, VAC staff have completed annual client satisfaction questionnaires by 
interviewing veterans who reside in our large Priority Access Bed facilities. The 
questionnaire is based on VAC’s ten care outcomes areas which include: safety and 
security; food quality; access to clinical services; medication regime; access to 


spiritual guidance; socialization and recreation; activation and ambulation; personal 
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care; sanitation; and, access to specialized services. Veterans and / or their family 
members in all PAB sites and community bed sites are asked about their level of 
satisfaction with the services they receive. 


A three year rotational plan has also been developed for the completion of 
questionnaires with veterans and / or their family members in the smaller PAB 
facilities and the community facilities in order to continue the monitoring of the 
quality of care. 


During the interview process, should concerns or issues be raised by the veteran or 
their family member, the Area Counsellor will ensure that appropriate follow-up 
action is taken. This may include resolving issues with the facility administrator or 
requesting a visit by VAC’s District Office Nurse to complete a facility review. 


Following the completion of client / family questionnaires, a statistical roll-up report 
is prepared. These reports provide valuable information for VAC management in 
ensuring quality of care. 


Facility Questionnaires 


A comprehensive facility questionnaire, which is administered by VAC’s District 
Office Health Professionals, is conducted on an annual basis in VAC’s ten largest 
PAB sites. The facility questionnaire is conducted on a three year rotational basis in 
the smaller PAB facilities and the community facilities. 


Working in Partnership for Canadians 
Continuum of Service Policy 


VAC's client services has as its policy objective to provide a holistic continuum of 
service, which ensures that the health and service needs of VAC’s clients are met in 
partnership with health, social and voluntary agencies at federal, provincial and 
community levels across Canada. 


This objective implies the provision of a continuum of service to eligible clients 
notwithstanding varying program eligibility. The continuum of service crosses 
jurisdiction and program lines, provides needs screening to clients who may be at 
risk, and more intensive care plans and follow-up, depending on the degree of need. 


Portfolio Performance 

Sharing Best Practices in Long-term Care 

On May 16 and 17, 2000 in Calgary, Veterans Affairs Canada hosted the inaugural 
networking meeting of VAC’s larger Priority Access Bed sites in western Canada. 
The meeting focused on the facilities sharing their best practices in dementia, 
palliative and respite care for veterans. 

At the end of the meeting, participants were asked to provide their comments about 


the two day event. Responses were very positive and significant interest in having 
a national best practices meeting was expressed. As a result of this positive 
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outcome, VAC will be hosting a national best practices in long-term care meeting in 
the Spring of 2001. 


Canadian Council on Health Services Accreditation 


Responsibility for the delivery of direct health care rests with the provincial 
governments. VAC, therefore, relies on the provincial standards of care. To provide 
assurances that the level of care provided is meeting the needs of veterans, VAC is 
strongly encouraging all of its Priority Access Bed sites to obtain their accreditation 
from the Canadian Council on Health Services Accreditation. In collaboration with 
the Royal Canadian Legion, VAC is partnering with the Canadian Council on Health 
Services Accreditation to ensure an understanding of the special needs and 
eligibility of veterans, and that VAC’s ten care outcomes are integrated into the 
accreditation process. 


Royal Canadian Legion Alternative Housing Project 


the Royal Canadian “These are difficult days ... but you have helped make him 
Legion, VAC initiated  : comfortable being home and happy to be with his family.” 
develop and 

implement a housing program to address the current and long-term needs of 
Canadian veterans and seniors. It has been extended for another 12 month period. 


During the initial 12 month period, in cooperation with the Dominion Command, 
various Provincial Commands and individual Legion Branches, the following 
activities and functions were carried out through the Office of the Coordinator, 
Legion Seniors’ Housing: the Legion National Housing Directory was up-dated; a 
“How To” guide was developed to assist Legion Branches get started in housing 
projects; working partnerships were established with various Canada Mortgage and 
Housing Corporation offices; talks were initiated to examine preferred funding 
opportunities for Legion Housing Projects through the Royal Bank of Canada; 
assistance was provided to various Provincial Commands on issues relating to real 
property; and “hands-on” assistance was made available to individual Legion 
Branches that were involved in housing projects and other property related matters. 


Integrated Services for Seniors and Veterans Pilots 


«« VAC is engaged in a partnership with the provinces of Prince 
Edward Island and Ontario in conducting Integrated Services 
| for Seniors and Veterans (ISSV) pilots. From November 1999 
3, to March 2001, ISSV was sponsored by the Treasury Board’s 
Service Canada Initiative with a shared objective to provide 

- citizens with one-stop access to a range of government 
services in a fast, reliable, convenient and cost-effective way. 


pe ee 


The ISSV pilot sites in Charlottetown, Prince Edward Island, and Owen Sound and 
London, Ontario, are offering our veteran and senior clients a point of service from 
which they can access health and social services programs in an effective, reliable 
and timely way. The pilots are exploring the viability of a model of integrated client 
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services targeting veterans and seniors and offer services such as common access, 
client screening and assessments using a client centred approach and collaboration 
in the delivery of health care. Where possible, these pilots will promote co-location 
of services. 


A key focus of Service Canada is to enhance delivery networks and expand and 
refine responsive core service content. Linkages are being made horizontally and 
vertically with other federal departments, such as Human Resources Development 
Canada and other provincial departments and agencies. 


2.0 Service Improvement Initiative 
Positioning Veterans Affairs for the Service Improvement Initiative 


Veterans Affairs has long been recognized as a Leader in delivering Quality Service 
within the Federal Government of Canada. Our ongoing commitment to service 
improvement is prominently profiled throughout the recently announced Five-Year 
Strategic Plan (2001-2006). Service improvement is not only one of the 
overarching strategic objectives in this plan, it is also firmly entrenched in the 
values and ethics espoused by Veterans Affairs. Over the past several years, the 
Portfolio of Veterans Affairs has implemented a significant number of initiatives 
aimed specifically at determining and improving client satisfaction. The Review of 
the Veterans’ Care Needs, the Canadian Forces Client Survey, the client satisfaction 
surveys conducted by the Veterans Review and Appeal Board and the Bureau of 
Pensions Advocates and the creation of the Service Quality Division within the 
Veterans Services Branch are but a few examples of the efforts to continuously 
improve service. As such, the Portfolio of Veterans Affairs is well-positioned to 
respond to the government-wide Service Improvement Initiative which was 
announced by the Treasury Board Secretariat. 


Within the Department of Veterans Affairs, the Service Improvement Initiative is 
being led by the Corporate Planning Division. In 2000-01, a Work Plan was 
developed and approved by senior management. In the initial phase of this project, 
reliable baseline data will be established on the overall level of client satisfaction 
with respect to our key programs and services. To accomplish this, Veterans Affairs 
Canada developed a National Client Satisfaction Survey to be conducted in June 
2001. The survey was designed around the five key service drivers, namely: 
timeliness of service; knowledge and competence of staff; courtesy of staff; fair 
treatment; and outcome. In addition to the five areas identified above, questions 
on preferred method(s) of communicating with the organization, accessibility of 
services and facilities, and Commemoration activities were incorporated into the 
survey questionnaire. 


Client Satisfaction Measurement Activities 
As part of the ongoing strategy for the Service Improvement Initiative, a Client 
Satisfaction Survey is scheduled to be conducted on a regular basis to determine 


the incremental progress toward the overall objective of 10% improvement in the 
level of client satisfaction by 2005. 
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Client Comment Cards 


The VAC Client Comment Card, also known as the “He/p Us Serve You” Card, 
continued to be available to clients at all service sites across the country. The cards 
allow clients the opportunity to comment on the quality of service they have 
received, as well as provide suggestions for improvement. In 2000-01, information 
was gathered from 1,685 cards and again this year, 97% of our clients who 
completed the cards rated the overall quality of service they received as either Very 
Good or Good. A summary of the findings is presented in Figure 6 on page 48. 


Portfolio Service Standards 


Following the results of the National Client Satisfaction Survey, which are 
anticipated in August 2001, a review of the Portfolio Service Standards is planned. 


A table, containing summaries of the service standards measured this year and our 
accomplishments, can be found in Figure 7 on page 49. 
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Figure 7: Veterans Affairs Client-Based Service Standards 
Measurement Results in 2000-2001 


Hours of Service 
Summary: 


We will provide you with at least eight hours of service each business day and we 
will post our hours in each office. 


Accomplishments: 


Eight hours of service each business day: 
All offices reported meeting the standard 100% of the time. 


Hours of service posted: 
All offices reported meeting the standard 100% of the time. 


Language of Choice 


Summary: 


We provide our services in the official language of your choice in many of our 
offices. 


Accomplishment: 

Language: 

Portfolio monitored its performance of actively offering services in both official 
languages through spot checks, VAC Client Comment Cards, and complaints. In 
2000-01, four complaints were received by the Office of the Commissioner of 
Official Languages of which two were from sources outside the Portfolio. 

Office Visits 

Summary: 

If you visit one of our offices, you will be able to discuss your needs with a Veterans 
Affairs employee who will either address your requirements immediately or arrange 
an appropriate referral. 


Accomplishment: 


Needs discussed with VA employee: 
All offices reported meeting the standard 100% of the time. 
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Telephone Inquiries 

Summary: 

When you call us during normal working hours, we will endeavour to have your call 
answered by one of our employees, rather than by a voice mail system. We will 
respond during the first call to all routine telephone inquiries not requiring 
investigation or research. If your call requires further investigation, we will contact 
you within one week to provide either a response or a status report on our progress. 
Accomplishments: 

Calls Answered by Employees: 

All offices reported meeting the standard 100% of the time. 


Telephone Inquiry Response Time: 
All offices reported meeting the standard 100% of the time. 


Telephone Messages 

Summary: 

We will respond to telephone messages by the end of the next working day. 
Accomplishment: 


Response Time for Telephone Messages: 
All offices reported meeting the standard 100% of the time. 


Correspondence 


Summary: 


We will respond to correspondence or provide an acknowledgement, in writing or by 
phone, within three weeks from the date of receipt. 


Accomplishment: 


Responses to Correspondence: 
All Veterans Services Branch offices reported meeting the standard. 


Confidentiality 


Summary: 


All personal information you provide us will be kept in strict confidence and used 
only for the purposes intended. 
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Accomplishment: 


Privacy: 

Of the 1,124 privacy requests processed and the 165 access to information requests 
processed by VAC in 2000-01, no privacy breaches or complaints by clients were 
reported to the Privacy Commissioner of Canada. 


Monthly Payments 


Summary: 


Your monthly Disability Pension or War Veterans Allowance cheque will be delivered 
to your home (or deposited in your bank account) by the second last banking day of 
the month. 


Accomplishment: 


Monthly Payment Delivery: 

Between April 1, 2000 and March 31, 2001, VAC’s production of cheques and 
deposits were issued to Public Works and Government Services Canada within the 
scheduled cut-off dates to meet the published standard. 


Change of Address / Direct Deposit 
Summary: 


If you move, you must inform Veterans Affairs so that any correspondence or 
payment sent to you will reach you at your new address. You may also request that 
your War Veterans Allowance or Disability Pension cheques be directly deposited 
into your bank account. Any request for payment destination received by the 

5" working day of the month will be reflected in that same month. 


Accomplishment: 
Requests for change of address / direct deposit 


With the turn-on of the Client Service Delivery Network, all requests for changes of 
address and direct deposit are done immediately. 


Disability Pensions 


Summary: 


If you make an application for a disability pension, we will send you our decision 
within eighteen weeks from the time that you and your representative complete 
your application and provide us the necessary supporting medical and other 
information. 
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Accomplishment: 

Disability Pension Decisions: 

Decisions were rendered on 8,984 or 74.5% of 12,059 claims within eighteen 
weeks. 

Summary: 

If you have a pensioned condition and you think it has worsened, we will reassess it 
and send you the results within fifteen weeks of your request to us, unless a 
specialist referral is required, or the examination takes place outside Canada. 


Accomplishment: 


Reassessment Decisions: 
Decisions were rendered on 3,755 or 60.6% of 6,199 claims within fifteen weeks. 


Summary: 


If you submit a claim for Attendance Allowance, Clothing Allowance or Exceptional 
Incapacity Allowance, we will send you a decision within eight weeks. 


Accomplishment: 


Special Awards Decisions: 
Decisions were rendered on 4,387 or 75.6% of 5,800 claims within eight weeks. 


Summary: 


If you have new or additional evidence and ask for a Departmental Review of a 
previous decision, we will send you the results of the review within four weeks. 


Accomplishment: 


Departmental Review Decisions: 
Decisions were rendered on 375 or 61.8% of 607 claims within four weeks. 


War Veterans Allowance Applications 


Summary: 


When you apply, we will send you a decision within seven weeks from the time we 
receive your application and all the necessary documentation. 


Accomplishment: 
War Veterans Allowance Decisions: 


Decisions were rendered on 3,086 War Veterans Allowance claims. The service 
standard of seven weeks was met. 
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Assistance Fund Applications 


Summary: 


If you submit a request for financial aid for an emergency from the Assistance Fund, 
you will be informed of the decision within one week. 


Accomplishment: 

Assistance Fund Application Decisions: 

All offices reported meeting the standard. 

Income Assessment for Health Benefits 

Summary: 

If you wish to apply for health benefits which require that we assess your income, 
we will send you a decision within seven weeks from the time we received your 
application and all the necessary documentation. 


Accomplishment: 


Decisions on Income Assessment: 
All offices performing this activity reported meeting the standard. 


Summary: 


If you are not satisfied with the WVA or income assessment decision and request a 
review, a decision will be provided within seven weeks. 


Accomplishment: 


Reviews of Decisions: 
All offices performing this activity reported meeting the standard. 


Bureau of Pensions Advocates Appointments and Interviews 


Summary: 


Requests for appointments with an Advocate will be responded to within one week 
and an interview will be scheduled for a mutually agreed upon time. If you are 
being represented by the Bureau of Pensions Advocates on a review or appeal 
hearing, you will be offered the opportunity to discuss your upcoming case with our 
Advocate, either in person or by telephone, whichever is most practical under the 
circumstances. 
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Accomplishments: 


Request for appointment responded to within a week: 


Reviews 
17 sites: 8 sites or 47% met the standard 100% 
9 sites or 53% met the standard 95-99% 
Appeals 
18 sites: 9 sites or 50% met the standard 100% 


9 sites or 50% met the standard 95-99% 


Opportunity offered to discuss case: 
18 sites: 10 sites or 55% met the standard 100% 
8 sites or 45% met the standard 95-99% 


Bureau of Pensions Advocates Communications 
Summary: 


You will be informed of who will be representing you, how we will proceed with your 
case and an estimate of the time it will take to present your review or appeal claim. 


Accomplishments: 


Clients informed of representative: 
18 sites: 11 sites or 61% met the standard 100% 
7 sites or 39% met the standard 76-94% 


Clients informed of how Advocate will proceed with case: 
18 sites: 11 sites or 61% met the standard 100% 

6 sites or 33% met the standard 95-99% 

1 site or 6% met the standard 50-75% 


Clients informed of time estimate: 

18 sites: 7 sites or 39% met the standard 100% 
4 sites or 22% met the standard 95-99% 
7 sites or 39% met the standard 76-94% 


Summary: 

We are committed to presenting your review case to the Veterans Review and 
Appeal Board within four months of your application and your appeal case within 
three months of your request for an appeal hearing. 

Accomplishments: 

Present review cases to VRAB within four months: 


4,214 review cases were presented by BPA, itself, or jointly with the Royal Canadian 
Legion to VRAB in an average of 91 days* 
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76% of all review cases presented by BPA, itself, or jointly with the Royal Canadian 
Legion were presented in 120 days or less. 


Present appeal cases to VRAB within three months: 
1,821 appeal cases were presented by BPA to VRAB in an average of 86 days.* 


1,095 or 60.1% of 1,821 appeal cases were presented in 90 days or less. 


An additional 462 or 25.4% were presented within 91-120 days or contact by the 
client. 


* Reporting period April 1, 2000 to February 28, 2001. Statistics not available for March 2001 due to 
reporting database. 


Veterans Review and Appeal Board Reviews and Appeals 


Summary: 


When you apply for a review or appeal to the Veterans Review and Appeal Board, 
you will be sent a decision within one month from the date of the hearing. 


Accomplishments: 


Reviews of Decisions: 

2,398 or 56% of 4,281 review cases met the standard. The monthly averages for 
processing all decisions ranged from 0.7 to 1.3 months. 80% of all review decisions 
were issued within 40 days of the hearing. 


Appeals of Decisions: 

1,108 or 63% of 1,758 appeal cases met the standard. The monthly averages for 
processing all decisions ranged from 0.8 to 1.2 months. 80% of all appeal decisions 
were issued within 38 days of the hearing. 


Summary: 


If you present your review or appeal to the Board by written submission, we will 
ensure that your case is processed and a decision issues to you within one month. 


Accomplishments: 

Reviews of Decisions: 

18 or 78% of 23 written submissions met the standard. The monthly averages for 
processing all decisions ranged from 0.3 to 1.2 months. 

Appeals of Decisions: 


94 or 56% of 167 appeal cases met the standard. The monthly averages for 
processing all decisions ranged from 0.8 to 2.0 months. 
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Health Care Decisions and Claims 

Summary: 

If you contact us regarding a health care benefit which you feel you are entitled to, 
or submit a claim for reimbursement on a current benefit: You will receive a 
decision or we will process your claim within four weeks or our receipt of all the 
necessary information. 


Accomplishment: 


Health Care Decisions or Claims: 
All offices reported meeting the standard. 


Health Care Appeals 


Summary: 


If you are not satisfied with a decision, you can appeal it and you will receive a 
decision within eight weeks of our receipt of all the necessary information. 


Accomplishment: 


Health Care Appeals: 
All offices performing this activity reported meeting the standard. 


Long-Term Care Facilities 

Summary: 

When clients require long-term care, Veterans Affairs can offer financial support, 
where facilities meet standards set by the Canadian Council on Health Services 
Accreditation, or provincial or territorial standards, or Veterans Affairs guidelines. 
Accomplishment: 

Long -Term Care: 

All offices reported meeting the standard. 

Funeral and Burial Assistance 


Summary: 


You will review a decision within five weeks from the time you submit all the 
necessary documentation. 
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Accomplishment: 


Funeral and Burial Assistance Decisions: 
The standard was met 95% of the time. 


Summary: 


If you are not satisfied with the Last Post Fund decision concerning your application, 
you may request a review and a decision will be provided within four weeks. 


Accomplishment: 


Review of Decisions: 

No statistics available. Although both Last Post Fund and VAC officials are 
occasionally involved in redress activities, the number of files involved is too small 
to permit the generation of meaningful statistics. 


Honours and Awards 
Summary: 


Veterans Affairs provides the first issue of medals and awards to eligible veterans or 
their next of kin, free of charge. Replacement sets are available at a cost. 


Accomplishment: 


Medals Issued: 
1,990 clients received 5,251 medals as first issue. 
772 clients received 2,628 replacement medals. 


3.0 Health Care Coordination Initiative 


The Health Care Coordination Initiative (HCCI) was established in 1994 to develop 
and implement a strategy to coordinate federal government purchasing of health 
care services and products for federal clients at the lowest possible cost through 
coordination of effort among departments and agencies. Ten departments and 
agencies with common interests formed a partnership to minimize inefficiency and 
duplication in their delivery of health care programs, while maintaining or improving 
the quality of the services they provide. VAC is a major partner in HCCI and hosts 
the HCCI Secretariat. 


During this reporting period HCCI produced its second Annual Report in the Fall of 
2000 as well as a cumulative Three-Year report which was completed in the Spring 
of 2001 covering the Initiative’s performance for the period of its first Business Plan 
1998-2001. These reports clearly demonstrated the benefits, both quantitative and 
qualitative, of horizontal management in health care. During the period covered by 
these reports HCCI has exceeded all expectations. The activities completed during 
this reporting period through the cooperative efforts of the HCCI partner 
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departments will continue to produce savings of $9 million per year well into the 
future. 


The partner departments have completed vision care agreements covering six 
provinces and two pharmacy agreements in Saskatchewan, resulting in savings of 
over $2.5 million per year (by year three). They have completed an agreement for 
the purchase of hearing aids which is expected to save $2.2 million per year. 
Standing offers for oxygen therapy, started in British Columbia, will yield savings of 
over $1 million in that province alone. As well as a plan for the recycling of medical 
devices. Together these and the other initiatives will produce savings of over $9 
million per year for partner departments. 


During this reporting period the departments have started work on the development 
of a health information management strategy for the federal jurisdiction in health. 
They have agreed to work together to address such complex issues as data security, 
privacy protection and linkages to provincial initiatives. 


The departments have also collaborated in activities which support improved 
program management. The planned joint policy advisory committees for pharmacy 
and dental have been approved and in the case of pharmacy have been meeting for 
one year. Joint policy reviews have been carried out for both the audiology and 
oxygen programs which have lead to changes in the departments’ policies. 


The HCCI departments also developed a second Three-Year Business Plan which 
focuses on the activities planned for the period of 2001-04. The Business Plan 
follows a well defined results-based Accountability Framework in order to measure 
performance and set performance targets for monitoring and reporting of each 
achievement. The activities planned for this period include agreements in the areas 
of audiology, dental care, oxygen therapy, pharmacy, vision care, and an equipment 
recycling program. As well, new initiatives have been planned in the areas of pain 
management, provision of health care professional services, development of a 
health information management strategy and a joint health promotion program. 


4.0 Government On-Line 


The Seniors Canada on-Line Pathfinder Project is a VAC led initiative to deliver client 
services on-line. The launch of this new internet site improves access to 
information already available on hundreds of federal web sites and supports the 
Government of Canada's commitment of better informing Canadians. This site 
promises to provide all seniors, including veterans, with fast, easy access to the 
kinds of information they need to improve their well-being, preserve their dignity 
and maintain their independence. 


The development of Seniors Canada Online is a key innovation of the Government 
of Canada's newly-redesigned Canada Site www.canada.gc.ca. The redesign of the 
Canada site and the development of Seniors Canada Online are the first visible 
deliverables of the Government On-line initiative that will provide Canadians with 
on-line access to all federal information and services by 2004. 
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The Portfolio met the “Tier One” requirements by December 2000. Treasury Board’s 
planning requirements for “Tier Two” due on September 30, 2000 were also met 
(including areas requiring central funding support). Work has commenced on input 
for “Tier Three”. Several initiatives have been identified to Treasury Board as 
potential steps towards the goal of delivering client services on-line. Veterans 
Affairs is working in partnership with other government departments and is the lead 
department in the Seniors Portal initiative which is linked to the Government of 
Canada website. 


5.0 Modernizing Comptrollership 


During the year, the Department passed a significant milestone on the road to 
modernizing comptrollership. Two assessments; 1) Modern Management Practices 
Assessment and 2) Human Resources Capacity Check were conducted to provide a 
holistic and comprehensive picture of the Department’s management capacity as it 
relates to Modern Comptrollership. These assessments have proven valuable in 
assisting Senior Management to identify and target areas of comptrollership practice 
requiring improvement; they will also provide a meaningful reference to help 
measure the Department’s future progress. Further information on both 
assessments, including their full reports, can be found at 


http://www.tbs-sct.gc.ca/CMO_MFC/contents.asp. 


Initially, it was the Department’s intention to use the two assessments as a basis 
for establishing a multi-year integrated Comptrollership Action Plan aimed at 
improving management capacity. In the end, however, it was decided that a fluid 
approach with built-in flexibility to target areas for improvement would be a more 
practical and productive alternative. Following this approach, Senior Management 
has identified three priorities for the near term; 1) enhancing the Department’s 
Values and Ethics Framework, 2) moving to a more mature integrated Risk 
Management Environment and 3) cultivating Modern Management Practices by 
raising awareness and understanding of Modern Comptrollership among the 
Department’s management cadre. As conditions change, VAC will continue to 
identify, prioritize and pursue other opportunities to improve its Comptrollership 
Capacity. 


In addition to work already started on the priorities mentioned previously, VAC has 
also made progress in closing a number of the gaps to some of the Department’s 
fundamental comptrollership practices. A Strategic Plan has been prepared and 
approved which sets Departmental priorities for the next five years and establishes 
a framework to guide the Management Agenda. The Department’s Business 
Planning Process has been revised to align with the Strategic Plan and better 
facilitate the allocation of internal resources. As well, the Department’s efforts 
related to the Financial Information Strategy have successfully met established 
goals, and will continue to be one of the key components of Modern 
Comptrollership, i.e., the linking of financial and non-financial data with results 
achieved. 
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6.0 Transfer Payments 


Veterans Affairs Program 
Benefits and Services 
Grants and Contributions 
($ millions) 


Actual Actual Planned 
1998-99 1999-00 Spending Authorities Actual 


Disability Pensions 1,154.3 1,182.4 1,199.2 


War Veterans 
Allowances and 
Civilian War 
Allowances 


Last Post Fund 


Commonwealth War 
Graves Commission 


Contributions 


Contributions to 
veterans, under the 
VIP, to assist in 
defraying costs of 
extended health care 
not covered by 
provincial health 
programs. 


1220 156.4 163,33 168.1 162.7 


Only those Grants and Contributions in excess of $5 million have been reported. All Grants 
and Contributions to VA are legislated. The expected results and outcomes of Grants and 
Contributions can be found in the Pensions & Allowances and Health Care section beginning 
on page 18. 


7.0 Sustainable Development 


Veterans Affairs developed, in parallel with the Veterans Affairs Strategic Plan, a 
second Sustainable Development Strategy which was tabled in Parliament on 
February 14, 2001. 


The Sustainable Development Strategy for 2001-04 contains an assessment of the 
first strategy and this can be found in Appendix B, page 33 on the website, 
http://www.vac-acc.gc.ca/content/department/reports/susdev2001_e.pdf 

This assessment recognizes what was accomplished and what was not 
accomplished. 
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The second strategy was organized under four themes: 
Sustaining Our Government Operations 


Efforts for this theme will focus primarily on the development and fostering of 
partnerships to improve our provision of services and preservation and presentation 
of our physical commemorative sites. 


Sustaining Knowledge and Information 


Development and sharing of knowledge and information is showcased through our 
commitment to integrating sustainable development into our policy and decision 
making processes, therefore allowing us to shape and sustain the social values of 
the Canadian Public. 


Sustaining the Health of Our Clients 


Activities to advance this theme will be demonstrated through health promotion and 
the partnering with the Department of National Defence to facilitate the seamless 
transition of Canadian Forces veterans to civilian life. 


Sustaining the Health of Our Staff 


Staff are essential to the provision of service of our clients. Our activities in this 
theme will focus primarily on the balance between a safe productive learning 
environment and the pressures experienced by working families. 


The strategy is a continuation of our first strategy which was tabled in 
December 1997. It is intended to build on our past experiences and partnerships 
that we have established. 


We conducted an assessment of the first strategy identifying what we accomplished 
as well as what we did not accomplish, and followed through with 
recommendations. It was recommended that: 


> there be a review of current resource levels committed to the sustainable 
development initiative; 


» divisional roles and responsibilities be clearly delineated and approved by the 
Departmental Executive Board; 


>» sustainable development awareness and / or training be provided to all staff 
with more intensive training approved and provided to those responsible to 
implementing and managing the initiative; and 


>» the completed Environmental Management System manual be presented for 


approval to the Chief Environmental Officer, Assistant Deputy Minister, 
Corporate Services. 
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As well, the goals, objectives and targets from the first strategy are listed and 
shown as achieved and how they have advanced Sustainable Development at VA, or 
in certain cases, not achieved. This is available at the website listed in the previous 
paragraph, at page 39. 


In June 2000, we celebrated Environment Week with information booths in our 
various locations across the country. This work was facilitated by our Green Teams 
and Green Champions. As well, in March 2001, Head Office in Charlottetown hosted 
a Winter Environment Day. 


During the year, we developed an Environmental Management System for both the 
Department and Ste. Anne’s Hospital and these are available on our website as 
referred to on page 88. 
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8.0 Storage Tanks 


Status of Fuel Storage Tanks on Veterans Affairs Owned Land 

Annual Report for April 30, 2001 

As required under the Canadian Environmental Protection Act, Part IV, 
Registration of Storage Tank Systems for Petroleum Products and Allied 
Petroleum Products on Federal Lands Regulations, this report provides the 
information set out in Schedule II of the aforementioned regulation, updated to 
December 31, 2000. 

The following number of aboveground storage tank systems: 

Are registered with Veterans Affairs: 7. 


Comply with the Federal Aboveground Storage Tank Technical Guidelines: 7. 


Do not comply with the Federal Aboveground Storage Tank 
Technical Guidelines: 0. 


Should be upgraded in accordance with Schedule I of the Federal Aboveground 
Storage Tank Guidelines: 


acon in 2001 


DO min 2002 
The foliowing number of underground storage tank systems: 
Are registered with Veterans Affairs: 0. 


Comply with the Federa/ Aboveground Storage Tank Technical Guidelines: 0. 


Do not comply with the Federal Aboveground Storage Tank 
Technical Guidelines: 0 in 2001. 


Should be upgraded in accordance with Schedule II of the Federal Underground 
Storage Tank Guidelines: 


a) 0 in 2001 


b) 0 in 2002 
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9.0 Regulatory Initiatives 


Initiative (*) Planned Results (*) Results Achieved 
Veterans Amendments pursuant Amendments to the Veterans Health 
Health Care _ to the Quality of Life Care Regulations were submitted in 
Regulations initiative, to improve _ October 2000 for examination in 
_ benefits and services accordance with the terms of the 
for Canadian Forces | Statutory Instruments Act. The 


personnel disabled asa Department since continued to work 
result of peacetime with its legal advisors on this 


_ service in other than _ regulatory text, providing eligibility 
Special Duty Areas _ for the Veterans Independence 
_ Program to peacetime disability 
Program adjustments pensioners and to wartime 
_ concerning seriously overseas-service civilian groups 
disabled veterans, _ (complementing Bill C-41, now 
income-based eligibility | S.C. 2000, c. 34, see page 25). Also 
and chronic care included are program adjustments 
_ benefiting seriously disabled veterans, 
Address observations _ low income veterans and those in 


made by the Standing need of chronic care. 

Joint Committee for the | 

Scrutiny of Regulations | Amendments correcting observations 
_ made by the Standing Joint 


Implementation of _ Committee for the Scrutiny of 
other housekeeping _ Regulations and implementing other 
amendments housekeeping changes were 


prepublished in January 2001 and 
_ came into effect in April 2001 
| (SOR/2001-157). 
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peste Cy 


Planned Results (*) | __ 


Results Achieved 


Modernizing 
benefits and 


obligations 


Modernize benefits and 
obligations contained in 
Veterans Affairs’ 
regulations 


Provisions pertaining to the spouse or 
common-law partner of qualifying 
veterans are found in several of the 
regulations administered by Veterans 
Affairs. Amendments required to 
provide for equal treatment of all 
common-law partners have been 
developed, implementing the policies 
enacted by the Modernization of 
Benefits and Obligations Act, now 
Chapter 12 of the Statutes of Canada 
of 2000. Such amendments to the 
Canadian Volunteer Service Medal 
Order came into effect in 2000-01. 
Modifications to others, such as the 
Veterans Allowance Regulations, the 
Veterans Burial Regulations and the 
Veterans Health Care Regulations are 
following the regulatory process. 


(See also “Bill C-23", page 25.) 


Veterans Burial — 


Regulations, 
1995 and Last 
Post Fund 
Regulations, 
1995 


Merger of two 
regulations 


_ Transfer of 


administration of burial 
program to the Last 
Post Fund 


Address observations 
made by the Standing 
Joint Committee for the 
Scrutiny of Regulations 


Implementation of 
other housekeeping 
amendments 


Consolidated Reporting 


New proposed Veterans Burial 


_ Regulations, amalgamating both 


veteran’s burial programs under the 
terms of a single legal text and 


_ delegating program delivery to the 


Last Post Fund were submitted in 
October 2000 to Justice Canada for 
statutory examination pursuant to the 
Statutory Instruments Act. The new 
regulations also include technical and 
housekeeping amendments, as well 
as corrections addressing the 
observations made by the joint House 
of Commons / Senate committee for 
the Scrutiny of Regulations. 
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Results Achieved 


Regulatory 
amendments 
consequential 
to omnibus 
legislation: Bill 
C-61 (now 
S.C... 1999} G: 
10) and Bill C- 
41 (now S.C. 
2000, c. 34) 


Regulations updated to 
reflect amendments to 
legislative framework 
or enabling statutes 


Miscellaneous 
consequential 
amendments 


_ implementing 


government policy 


Amendments consequential to Bill 
C-61, along with other minor program 
adjustments, were prepublished in 


the Canada Gazette Part I in 


January 2001 and came into force in 
April 2001 (SOR/2001-157). These 
amendments are a step ina 

continuing process that will improve 


access to health care for veterans and 
_ other clients. They provided for 


clearer, easier to use Regulations to 
govern veterans’ health programs, 
clarified rules for reimbursement of 
past health care expenses and 


updated authorities for the 
_ prescription of pharmaceuticals. 


The Canadian Volunteer Service Medal 


_ Order was amended effective 


March 1, 2001 (SI/2001-40) to 


extend eligibility for the medal to 
_ volunteer members of specific 
| wartime overseas-service civilian 


groups, complementing amendments 
recently passed by Parliament 


(S.C. 2000, c. 34); and to reflect 
_ recently enacted amendments relating 


to merchant navy personnel 


(SIC 1999710). 


Amendments to the Veterans 


_ Allowance Regulations were forwarded 


for statutory examination to Justice 


_ Canada in October 2000. They 
_ notably establish a new definition for 


“blindness” required further to the 
repeal of the Blind Persons Act, 


_ facilitate the recovery of 
_ overpayments and harmonize the 


accounting period for temporary 
absences from Canada. 


(*) Note: The initiatives and the planned results are identified in the Veterans Affairs’ Report on 
Plans and Priorities. 
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1.0 Financial Performance Overview 
Veterans Affairs Canada 


Total spending authority for the Veterans Affairs Program in 2000-01 was 

$2,129.3 million, or $134.2 million higher than the planned spending reported in the 
2000-01 Report on Plans and Priorities. The increased authority was obtained 
through Governor General Special Warrants, Supplementary Estimates and access 
to the Treasury Board Votes 10 and 15 for centrally funded programs and is 
comprised mainly of the following items: 


> additional net funding of $51.3 million for Disability Pension payments and 
Contributions under the Veterans Independence Program; 

>» an operating budget increase of $21.5 million for completion of the Benefits 
Redesign Project and other IT related projects; 

> additional funding of $20.0 million for one-time payments to Merchant Navy 
Veterans; 

> additional funding of $19.7 million for the purchase of services under the 
Other Health Purchased Services program; 

> additional funding of $7.5 million as compensation for signed collective 
bargaining agreements and pay equity settlements; 

>» an operating budget carry forward from 1999-2000 of $4.5 million; and 

» other spending authority increases totalling $9.7 million, including 
adjustments to statutory authorities. 


Actual expenditures for 2000-01 in the Veterans Affairs Program were $30.6 million 
less than the total authorized funding, for a lapse of 1.5 per cent of the total 
authorized. Of this amount, $18.4 million consisted of lapses spread across various 
Grants and Contributions, and there was a lapse of $7.4 million in the Other Health 
Purchased Services allotment. The remaining $4.8 million lapse related to various 
projects under the Department’s operating budget. 


Veterans Review and Appeal Board 


Total spending authority for the Veterans Review and Appeal Board in 2000-01 was 
$10.3 million, or $0.6 million higher than the planned spending reported in the 
2000-01 Report on Plans and Priorities. The increased authority was obtained 
through Governor General Special Warrants and Supplementary Estimates, and 
related to a carry forward from 1999-2000, funding to compensate for signed 
collective bargaining agreements, and the bonus on the transfer of funds from 
salaries to other operating. 
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2.0 Financial Summary Tables 


Table 


Summary of Voted Appropriations 
Comparison of Total Planned Spending to Actual Spending 


Historical Comparison of Total Planned Spending to Actual 
Spending 


Resource Requirements by Organization and Business Line 
Non-respendable Revenues 

Statutory Payments 

Transfer Payments 

Status Summary of Major Crown Projects 


Loans, Investments and Advances 
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Contingent Liabilities 
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Financial Summary Tables 


Table 1 Summary of Voted Appropriations for 2000-01 


Financial Requirements by Authority 
($ millions) 


Planned Total 
Spending Authorities Actual 


Veterans Affairs Program 


1 Operating Expenditures 535.8 6i5e1 602.9 
1,429.6 1,480.9 1,462.5 


5 Grants and Contributions — 

(S) Minister of Veterans Affairs - 
Salary and motor car allowance 

(S) Re-Establishment Credits under Section 
8 and Repayments under Section 15 of 
the War Service Grants Act of 
compensating adjustments made in 


accordance with the terms of the 
Veterans Land Act 


(S) Returned Soldiers Insurance Actuarial 
Liability Adjustment 

(S) Veterans Insurance Actuarial Liability 
Adjustment 


(S) Spending of proceeds from the disposal 
of surplus Crown assets 


(S) Refunds of amounts credited to 
revenues in previous years 


(S) Contributions to employee benefit plans 
Total Program 1,995.1 2,129.3 2,098.6 


Veterans Review and Appeal Board Program 


10 Program expenditures 


(Ss) Contributions to employee benefit plans 1 156 ft 1.6 


Total Program 9.7 10.3 10.0 


Total Portfolio 2,004.8 2,139.6 2,108.6 


Note: 1. Operating includes minor capital and other health purchased services 
2. Total Authorities are main estimates plus supplementary estimate plus other 
authorities. 
3. Due to rounding, figures may not add to totals shown. 
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Table 2 Comparison of Total Planned Spending to Actual 
Spending 


Portfolio Planned versus Actual Spending by Business Line 
($ millions) 


Voted Total Gross Less: 8 
_ - _ Grantsand ——Expend- _ Respendable- Total Net 
Business Lines oo S Operating —-_- Capital ~~ Contributions itures Revenues* _ Expenditures 


Benefits and Services 
(Total authorities) 


(Actuals) 


Corporate Administration 
(Total authorities) 


(Actuals) 


Veterans Review and Appeal 
Board 


(Total authorities) ! 10.3 


(Actuals) 10.0 


Total Portfolio 4 1,429.8 2,004.8 


(Total authorities) f 1,481.1 2,139.6 


(Actuals) i 1,462.6 2,108.6 


Other Recane and Expenditures 
Non-respendable revenues** 
(Total authorities) 
(Actuals) 
Cost of services provided by other departments 
(Total authorities) 
(Actuals) 
Net Cost of Program 


(Total authorities) 


(Actuals) 
5 These revenues were formerly called “Revenues Credited to the Vote” 
mae These revenues were formerly called “Revenues Credited to the General Government Revenues 
(GGR)” 


Note: 1. Operating includes minor capital, other health purchase services, and the following statutory 
items: Contributions to employee benefit plans, Minister of Veterans Affairs - Salary and 
motorcar allowance, Spending of proceeds from the disposal of surplus Crown assets, and 
Refunds of amounts credited to revenues in previous years. 

2. Grants and Contributions include both Voted and Statutory Items. 

3. Due to rounding, figures may not add to totals shown. 

4. Actual and Total Authorities for Corporate Administration include the amounts for Information 
Technology Projects and Merchant Navy Payments. 
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Table 3 Historical Comparison of Total Planned Spending to 
Actual Spending 


Historical Comparison of Portfolio Planned versus 
Actual Spending by Business Line 
($ millions) 


Actual Actual Planned Total 
Business Lines 1998-99 1999-00 Spending Authorities Actual 


Benefits and 


é 1,915.6 1,950.2 1,957.6 2,041.3 2,014.9 
Services 


Corporate — 707 117.1 375% 88.0* 83.7 
Administration 


Veterans Review 
and Appeal Board 8.5 oa 57 10.3 10.0 


Total Portfolio 1,996.8 2,076.6 2,004.8 2,139.6 2,108.6 


Note: Due to rounding, figures may not add to totals shown. 
Actual and Total Authorities for Corporate Administration in 2000-01 
include amounts for Information Technology Projects and Merchant Navy 
Payments. 
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Table 4 Resource Requirements by Organization 
and Business Line 


Comparison of 2000-01 (RPP) Planned Spending and Total Authorities 
to Actual Sila seit biel BY. bk ldo and Business Line ($ one) 
wilds Lone / Business Lines 


_ Veterans Review 
_ _and Appeal | 
Veterans Affairs Program _ Board Program 


: Total Veterans Review 
Benefits : and. "Corporate Veterans and Appeal | 
: - _ ~Services Administration Affairs Board Business Total 
Organization = —__ BusinessLine BusinessLine Program _ Line — Portfolio 


Veterans Services 
Branch 


(Total authorities) , i P ; 1,985.3 
(Actuals) 7 r A : 1,967.0 


Corporate Services 
Branch 


(Total authorities) : P : 83.3 
(Actuals) fi 5 79.6 


191054 


3325 


Commemoration, Public 
Relations and Bureau of 
Pensions Advocates 
Branch 


(Total authorities) : 3 44.7 
(Actuals) . é 37.1 


B37R9) 


Benefits Redesign 8.5 


Portfolio Executive 
Services 


(Total authorities) 
(Actuals) 
Audit and Evaluation 


(Total authorities) 
(Actuals) 

Corporate Planning 
(Total authorities) 
(Actuals) 


Veterans Review and 
Appeal Board 


(Total authorities) 
(Total actuals) 
Total Portfolio 


(Total authorities) 
(Total actuals) 


Percentage of Total 


Note: Due to rounding, figures may not add to totals shown. 
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Table 5 Non-respendable Revenues * 


Non-Respendable Revenues by Business Line 
($ millions) 


Actual Actual Planned Total 
Business Lines 1998-99 1999-00 Spending Authorities Actual 


Benefits and Services 37/2 


Corporate 
Administration 


Veterans Review and 
Appeal Board 


Subtotal 
Unplanned 


Total 
Non-Respendable 
Revenues 


* Formerly “Revenues Credited to the General Government Revenues” 


Table 6 Statutory Payments 


Statutory Payments by Business Line 
($ millions) 


Actual Actual Planned Total 
Business Lines 1998-99 1999-00 Spending Authorities Actual 


Benefits and Services 


Corporate 
Administration 


Total 
Statutory Payments 
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Table 7 Transfer Payments 


Transfer Payments by Business Line 
($ millions) 


. Actual Actual Planned _‘ Total 
| BusinessLines 1998-99 1999-00 Spending Authorities Actual 


Grants 


Benefits and 


, 2TorT 1,244.3 2 Soe k 1,311.6 1,299.9 
Services 


Corporate 
Administration 


Total Grants 1,219.1 1,244.3 1,265.1 1,311.6 1,299.9 


Contributions 


Benefits and 158.0 1577 169.5 °. 1627 
Services 


Total 


é : 158.0 157.7 164.7 169.5 162.7 
Contributions 


Total Transfer 


Payments 1,377.2 1,402.0 1,429.8 1,481.1 1,462.6 


Note: Due to rounding, figures may not add to totals shown. 
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Table 8 Status Summary of Major Crown Projects 


Benefits Redesign Project 


1. Overview 


The Benefits Redesign Project developed and implemented a new, integrated Client 
Service Delivery Network to support the delivery of benefits and services associated with 
the Disability Pensions, Economic Support and Health Care program areas of the 
Department. The CSDN was introduced in stages, or releases. Implementation began 
with the first release in February 1999, with full implementation completed in March 
2001. 


The CSDN, the technological solution for the delivery of VAC benefits and services, will 
result in faster, high quality decisions that are consistent and standardized; faster and 
more accurate payment and case processing; and, more comprehensive services to 
clients. 


. Lead and Participating Departments 


Sponsoring Department: Veterans Affairs Canada 
Contracting Authority: Public Works and Government Services Canada 
Participating Departments: Treasury Board Secretariat 

Public Works and Government Services Canada 

Senior Project Advisory Committee (consisting of 

all departments that could be impacted by the project) 


. Prime Contractor and Major Sub-Contractor and Addresses 


EDS 45 O’Connor Street, Suite 5000, Ottawa, Ontario K2P 1A4 
AGRA Monenco 1145 Hunt Club Road, Suite 600, Ottawa, Ontario K1V OY3 


. Major Milestones 


Project Commencement April 1993 
Initiation (Concept) Phase August 1993 
Preliminary Project Approval - Definition Phase February 1995 
Effective Project Approval 
Implementation Phase October 1997 
Gate 1 Certification November 1998 
Release 1 February 1999 
Gate 2 Certification November 1999 
Release 2 March 2001 
Project Close-out June 2001 
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Benefits Redesign Project 


5. Progress Report and Explanation of Variances 


The BRP has been underway since 1993 and, on October 30, 1997, the Department 
received Treasury Board approval to complete the project at a total estimated cost of 
$95.2 million. Funding was shared between the Department and Treasury Board. 
Treasury Board’s contribution was an interest-bearing loan of $60 million. 


In accordance with Treasury Board’s Major Crown Project Policy and the Enhanced 
Framework for the Management of Information Technology Projects, gates have been 
established by Treasury Board. Funding was released in stages when the requirements of 
a gate were met. 


The requirements for the first and second project gates were met in November 1998 and 
November 1999 respectively, at which time Treasury Board released the frozen 
allotments of funds required to proceed to the subsequent project gate. 


On February 15, 1999, CSDN Release 1 became the official “system of record” for the 
delivery of War Veterans Allowance and for determining the eligibility of Canada Service 
Veterans for health care programs and services. WVA monthly payments are now being 
processing using the CSDN. WVA legacy systems have been deactivated. 


On March 19, 2001, Release 2 of the CSDN was implemented to support the delivery of 
the Disability Pensions Program. 


Delays in the project schedule have impacted the implementation dates for the releases, 
but have only marginally increased the overall estimated cost of the project to $98.3 
million. This represents an increase of $3.1 million from the original estimate developed 
in 1997. 


. Industrial Benefits 


To ensure that businesses had an opportunity to use the Benefits Redesign Project to 
develop their competitive positions and enhance their abilities to undertake similar 
projects elsewhere, the contract with EDS included industrial regional benefits objectives 
which were evaluated as the project progressed. 
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Table 9 Loans, Investments and Advances 


Loans, Investments and Advances 
($ millions) 


: Actuals 
Business Line 1998-99 1999-00 2000-01 
Corporate Administration - Property Contracts 
(Active Agreements of Sale - Veterans and Clients) 


Number of Accounts 


Outstanding Balance 


Amounts due on Instalments plus 
Arrears * 


Amounts collected 


Percentage collected * 


Table 10 Contingent Liabilities 


Contingent Liabilities 
($ millions) 


Amount of Contingent Liability 


Current 
as of 
March 31, March 31, March 31, 
List of Contingent Liabilities 1999 2000 2001 


Claims and Pending Threatened Litigation 


Litigations 


Non-litigations 


Veterans Affairs Legislation is presently the subject of litigation in a number of 
cases. The issues involved are major and decisions in favour of the plaintiffs would 
have significant financial consequence for the Government. 
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Other Information 


1.0 Contact List 


This document is coordinated by Corporate Planning Division on behalf of the 
Portfolio. 


Your comments and suggestions for improving the information contained in this 
publication would be appreciated. We invite you to forward your comments to the: 


Communications Division 
Veterans Affairs Canada 

Peo 50x //700 (1.6012) 
Charlottetown, PE C1iA 8M9 


For information on this document, as well the Report on Plans and Priorities, please 
contact: 


Director General 

Corporate Planning Division 
Veterans Affairs Canada 

P.O. Box 7700 (1.B. 046) 
Charlottetown, PE C1A 8M9 


Telephone: (902)566-8150 
Facsimile: (902)368-0437 


E-mail Address: plan@vac-acc.gc.ca 


Internet Access 


Additional information on the Portfolio may be accessed at Veterans Affairs’ 
award-winning, multi-media website at: http://www.vac-acc.gc.ca . 


Information about Veterans Review and Appeal Board can be found at 
http://www.vrab-tacra@qc.ca. 


Information about the graves and memorials of more than 116,000 Canadians and 
Newfoundlanders who served valiantly and gave their lives for their country, can be 
found at: http://www.virtualmemorial.gc.ca . This site also contains digital images 
of photographs and personal memorabilia about individual Canadians. 
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Department of Veterans Affairs Regional Offices 


Atlantic Regional Office Ontario Regional Office 

Veterans Affairs Canada Veterans Affairs Canada 

Belmont House, 3rd Floor 145 Government Road West 

33 Alderney Drive Bag Service 4000 

Dartmouth, NS B2Y 2N4 Kirkland Lake, ON P2N 3P4 

Toll Free 1-800-565-1528 Toll Free 1-800-387-0930 

Toll Free for Hearing Impaired 

1-800-757-6308 Prairie Regional Office 
Veterans Affairs Canada 

Atlantic Sub-Regional Office 610-234 Donald Street 

Veterans Affairs Canada P.O. Box 6050 

Cabot Place Winnipeg, MB R3C 4G5 

10 Barters Hill Toll Free 1-800-665-8717 

P.O. Box 5068 

St. John's, NF A1C 5V4 Pacific Regional Office 
Veterans Affairs Canada 

Quebec Regional Office 900-605 Robson Street 

Veterans Affairs Canada P.O. Box 5600 

4545 Queen Mary Road Vancouver, BC V6B 5jJ3 

Montreal, PQ. H3W 1W4 Toll Free 1-800-647-1822 


Toll Free 1-800-361-7705 


Veterans Review and Appeal Board Office 
Veterans Review and Appeal Board 


P.O. Box 9900 
Charlottetown, PE C1A 8V7 
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2.0 Legislation Administered and Associated 


Regulations 


The Minister has sole responsibility to Parliament for the following Acts: 


Children of Deceased Veterans Education 
Assistance Act 

Civilian War-related Benefits Act 
Department of Veterans Affairs Act 


Pension Act 


Returned Soldiers’ Insurance Act, The 
Soldier Settlement Act 


Special Operators War Service Benefits Act 
Supervisors War Service Benefits Act 
Veterans Benefit Act 

Veterans Insurance Act 

Veterans’ Land Act 

Veterans Review and Appeal Board Act 
War Service Grants Act 

War Veterans Allowance Act 


Women’s Royal Naval Services and the 
South African Military Nursing Service 
(Benefits) Act 


RIS.C, 19857 c) G-28,"as 
amended 


Ro en toGo rcree-o leds 
amended 


R.S.C. 1985, c. V-1, as 
amended 


R:S:G91985,..c.2P-6;..as 
amended 


S.C. 1920, c. 54, as amended 
RISC 61 927,;E4188e.as 


amended 
R:5.Gn952,.C2 56; as 
amended 
Rs5,Grml952).cy25385aS 
amended 

R-8.G. 1970; 'GaV-24aS 
amended 

RS, Gist 970) C.V=3) as 
amended 

R.S.C. 1970, c. V-4, as 
amended 

SiGr 1994-95 eri7 ,i8,as 
amended 

R.S.C. 1970, c. W-4, as 
amended 

RoS:G, 1985,-C.-W-3,.as 
amended 
RiS:G21952*cr297,7as 
amended 


The Minister shares responsibility to Parliament for the following Acts: 


Aeronautics Act, section 9 


Halifax Relief Commission Pension 
Continuation Act 


Other Information 


R.S.C. 1985, c. A-2, s. 9 
(Minister of Transport) 


S:C. 1974-75-76,;-C3 88, as 
amended (Minister of Finance) 
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Indian (Soldier Settlement) Act 


Royal Canadian Mounted Police Pension 
Continuation Act, section 5 


Royal Canadian Mounted Police 
Superannuation Act, sections 32 to 34 


RSiGA1927 2c.098Aas 
amended (Minister of Indian 
Affairs and Northern 
Development) 


Ris.crelo7U, G RoLO) om aS 
amended (Solicitor General) 


RS Cx LO85 Ae nRetYisa7-S4; 
as amended (Solicitor General) 


The Minister has sole responsibility to Parliament for the following 


regulations and orders: 

Assistance Fund (W.V.A. and C.W.A.) 
Regulations 

Award Regulations 

Canadian Volunteer Service Medal Order 


Charlottetown, Prince Edward Island as 
Head Office of the Veterans Review and 
Appeal Board, Order Designating 


Children of Deceased Veterans Education 
Assistance Regulations 


Civilian Government Employees (War) 
Compensation Order 


Deceased or Former Members Dependants 
Payment Order 


Gallantry Awards Order 


Guardianship of Veterans’ Property 
Regulations 


Infant or Person of Unsound Mind Payment 
Order 


Last Post Fund Regulations, 1995 
Memorial Cross Order (World War I) 


Memorial Cross Order (World War II) 


Merchant Seamen Vocational Training 
Order, The 


Pension and Allowance Adjustment 


Regulations 


Pensioners Training Regulations 
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EER. CF 197360157845 
amended 


SOR/96-66, as amended 
SI/94-62, as amended 
S1/96-66 


C.R'C-1978 pc: 3997sas 
amended 


P.C. 1944-45/8848 


CR C2176 nC eto 


SI/90-95, as amended 
GARG] 19738 ea 579 


COR C.1978776. 1600 


SOR/95-468 


CER. CHt97S. 6 1622 7as 
amended 


C REG PL O78 CAN 6250S 
amended 


SOR/49-533 


SOR/91-620, as amended 


C.R- C8978: e755 Pas 
amended 


Veterans Affairs 


Prescribed Persons and Organizations 
Regulations 


Returned Soldiers’ Insurance Regulations 
Vetcraft Shops Regulations 


Veterans Allowance Regulations 


Veterans Burial Regulations, 1995 
Veterans Health Care Regulations 
Veterans Insurance Regulations 


Veterans Review and Appeal Board 
Regulations 
Veterans Treatment Regulations 


Veterans’ Land Regulations 


War Service Grants Regulations 


SOR/96-68 


CiR VG, 1976; 'e- 1390 
CRG 4078, Gylos2 


©. RvG219/78;.c. 16027 as 
amended 


SOR/95-467 
SOR/90-594, as amended 
CR°Gw1978,,.Ca1537 
SOR/96-67 


CR, Ce1976"c. 1585705 
amended 


G.RIGs 1978)-Ca1594;"as 
amended 


GIR. Geos, Cc. 16001 7as 
amended 


The Minister shares responsibility to Parliament for the following 


regulations and orders: 


Flying Accidents Compensation Regulations 


Special Duty Area Pension Order 


Special Force Superannuation Regulations 


Other Information 


G.R:C21978,.c..107as 
amended 
(Minister of Transport) 


C2RG:11976) ¢:.350;-as 
amended (Minister of National 
Defence) 


C.R.C. 1978, c. 1586 (President 
of the Treasury Board) 
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3.0 Recognizing Our People and Their Performance 


Some of the most appreciative recognition that our people receive is directly from 
the clients. 


: “Thank you for all your support in our time of need. We will never forget how : 
: much you did for us and how far you went out of your way to help us, both 

: during your work hours, and after you went home. Your kindness and 

: thoughtfulness will never be forgotten especially like us in our state of not 

: knowing what was going on and where we were headed. Again thank you for 

: everything and may God bless you in all you do.” 


Outstanding Achievement Award 


The Outstanding Achievement Award is distinct in that it comes from the Prime 
Minister and accords the highest expression of recognition within the Government of 
Canada. This award recognizes sustained and exceptional performance of duties 
and accomplishments by senior public servants. Considered to be the most 
prestigious in the Public Service, it emphasizes the importance that the Government 
of Canada attaches to efficient operations in the Public Service and to the provision 
of quality service to Canadians. 


Rachel Corneille Gravel, Executive Director, Ste. Anne’s Hospital 


For her caring, compassionate and visionary leadership in fostering excellence at 
Ste. Anne’s Hospital, an example the Prime Minister of Canada deemed worthy of 
emulation across the Public Service, throughout Canada and around the world. 


Deputy Minister Commendation and Chair of VRAB 
Commendation Awards 


The Deputy Minister Commendation and Chair of VRAB Commendation recognize 
meritorious achievements by personnel of Veterans Affairs. The achievements, 
exceptional and outstanding in nature, may involve the performance of a deed or 
activity considered beyond the demands of normal duties, may relate to community 
or volunteer service, may have resulted in a benefit to the Portfolio, or may have 
brought credit to the Portfolio. The following people and teams are the recipients of 
the 2000 Deputy Minister Commendation Awards, “ In recognition of your 
remarkable contribution to Veterans Affairs or the Veterans Review and Appeal 
Board”. 


R2 Task Team (Lloyd Bryenton, Bernard Butler, Doug Clorey, 
Sandra Gaudet, Suzanne Lalonde, John MacAskill, Heather Parry, 
Derek Sullivan, and Howard Williams) 


For their tremendous contribution to the R2 Review Team which lead to the 
successful implementation of the CSDN. 
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Nancy McLure and Kathy Stewart 

Recognized for their exemplified excellence and commitment to their work in 
serving clients and supporting staff and members of the VRAB on systems issues. 
They also represented the Board on teams and committees working toward the 
implementation of the CSDN and demonstrated to others the meaning of being 
“team players” in all their activities. 


Pat Atkinson, Karen Clare, Joe Cormier, Dan Fenety, Jim Mitchell, 
Catherine Murray-Grandjean, David Robinson and Deborah Wood-Salter 


For their outstanding team performance and exceptional contribution to the 
production of the VAC’s 5 Year Strategic Plan. 


Martin MacDonald 

In recognition of his outstanding leadership in the successful development and 
implementation of a special compensation award for Canada’s Merchant Navy 
Veterans. 


Suzanne Lalonde 


For her outstanding efforts to improve the quality of life for our Canadian Forces 
personnel and her exemplary contribution as Leader of the VAC-CF Project Team. 


Patricia Smith 


For her outstanding contributions to the success of Veterans’ Week 2000 and her 
unwavering kindness and compassion towards Canada’s veterans. 


Bob Atkinson 


For his remarkable contribution to Review of Veterans’ Care Needs Project. 


Veterans Affairs Employment Equity Award 
Harmonie Group - Ste. Anne’s 


This group, representing different equity groups, was in charge of organizing a 
Multicultural Day. Harmonie’s goal, via this original and interesting activity, was to 
highlight the representativeness of all the cultural groups present at the Hospital 
while achieving the corporate goal of promoting a good work environment. 


Treasury Board Head of the Public Service Award 

This award recognizes employees who best exemplify the work of public servants in 
meeting the challenges outlined in the Clerk of the Privy Council’s Annual Report to 
the Prime Minister of Canada. The Award consists of an inscribed trophy and is 


presented annually. 
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Tomb of the Unknown Soldier Coordination Team (William Aikman, 
Simon Coakeley, Monique Deschésnes, Lorraine Gailey, Bob Gardham, 
Mireille Labelle, Sandra Lavigne, Teresa MacLean, Richard Massicotte, 
Jacques Morel, Larry Murray, Kevin Mycroft, J. André Smith, 

Janice Summerby, and Diane Turmaine) 


The award was presented to the entire Tomb of the Unknown Soldier 
Implementation Team, in recognition of their outstanding efforts in the area of 
service delivery. 


As a Royal Canadian Legion Millennium project, the Tomb of the Unknown Soldier 
represented an extraordinary strategic partnership forged across government 
departments and with outside organizations. The complicated logistical aspects of 
the project required the team to coordinate all of the ceremonial and diplomatic 
requirements in both France and Canada. 


Technology in Government Distinction Awards 2000 
Benefits Redesign Project 


At the Technology in Government Distinction Awards 2000, the 8th Annual 
Celebration of Excellence in the Management of Information Technology in the 
Public Sector, the Benefits Redesign Project was awarded a very prestigious Gold 
medal for implementing a large IT project in the category of "Serving Canadians 
Better Through IM / IT Innovations". 


They were honoured for successfully using information technology to improve the 
way Government does business, and specifically to enhance our service to our very 
special group of clients. The BRP staff across the Department contributed to the 
design, development and implementation of BRP over the past several years. 


Veterans Affairs Award of Excellence 2000 
Lynn Landry - Ste. Anne’s 


Recognized for always providing our clients and members of their families with 
exceptional health care and management services while making a contribution 
beyond the requirements of her position. Over the years, she has been a major 
advocate for clients, and her accomplishments over the years are numerous. She 
creates a positive work environment in partnership with her peers and employees. 
She is a very dedicated person, who is always available and very close to the clients 
whom she visits. She always gives more than is required because of her strong 
belief in the mission of VAC, Ste. Anne’s Hospital and the Nursing Directorate. 


Debbie Thomas - VRAB Head Office 
Recognized for her significant contribution to Veterans Affairs through the launching 
of “My Grandmother’s Wartime Diary”. Through her drive, dedication and 


determination, as well as countless hours of reviewing and editing stories, she 
worked towards the eventual publication of the stories received from staff and their 
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families across Canada. She is also being recognized for her constant efforts to 
improve turn around times and achieve excellence in the quality of the VRAB’s 
decisions; her caring gestures to the staff of her unit; and her keen sense of 
humour which makes “coming to work a joy” despite the heavy workload 
confronting her unit. 


Aimée Chatelaine and Shelley Fiset - Ontario Region 


Nominated for their work in creating the book “2000 Memories - Jason and the 
Memory Box”. The book was dedicated to all the men and women who served our 
country in Canada and overseas and to the families who stayed behind, it was also 
promoted in primary schools and libraries throughout the province. 


Sharel Duplessis, Penny MacLaughlin and Sean Rigter - Pacific Region 


Nominated for their demonstrated innovation and leadership in designing a 
meaningful and credible program, that enhances the principles of the Departmental 
mandate and is tailored to the interests of the British Columbia veterans and their 
families. The Team has gone far beyond the requirements of their positions. They 
focused upon a vision of what could be possible and made it happen internally in the 
Department as well as externally. 
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4.0 Websites 


Veterans Affairs 


VAC Home Page http ://WWW.Vac-acc.qc.Cca 


http://www.vac-acc.qc.ca/general/sub. 
cfm?source=Department/reports 


ttp://www.tbs-sct.qc.ca/ucs-nqc/engli 
sh/home.html 


Results for Canadians: A Management http://www.tbs-sct.qc.ca/res_can/siglis 
Framework for the Government of t_e.html 
Canada 


Treasury Board Secretariat Reports http://www.tbs-sct.gc.ca/repsproj _e.ht 
ml 


Financial Information Strategy http://www.tbs-sct.gc.ca/fin/fis-sif, 


Service Improvement Initiative http://www.tbs-sct.qc.ca/si-si/sii- 
ias/home_e.shtml 


Other Links 


Social Union Framework http://www.socialunion.qc.ca/menu_e. 
html 


Speech from the Throne to Open the ://www.sft-ddt.qc.ca 
First Session of the 37th Parliament of 
Canada, January 30, 2001 


Seniors Canada On-Line http://www.seniors.qc.ca 
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5.0 Acronyms Used 


Sie I eo Sioa a al es Fic eC hd Toe Char edhe oe EN Sk ES Te Bureau of Pensions Advocates 
Be ea a Serene As aye neice nginen tae os. duis el dor GS oe See ee Benefits Redesign Project 
Sires MSMR. CP sPaN eek get aes at oie Sevan eT Herty sce tel es Sect nhs Community Access Program 
PES Meet enone aa wok quiche (hed eure eins cae Gwe al wel eat Client Centred Service Approach 
CIP p.cepe aR et Raia a ge age Siti Sposa Re eo Reet ner mr a eel gh Penn 2 AEB ec ts Canadian Forces 
EDN a aes Ges tents hel a cab MTD eee oie Client Service Delivery Network 
BORD try Wah sr dor Ws. wiih hea ine. ashe Pe eee Babe IA Je Oe Department of National Defence 
RSMMC TE oe ie cle outro raccbe OP SLal mys eastefehathen chaise Wes Lees, SeaTac hie. we Full Time Equivalent 
eRe UME Sane iad vie ed eA chr des sey ei. haope ce Health Care Coordination Initiative 
SVAN pho SS i oa a ee ene Information Management / Information Technology 
EON E 0) SNe le eRe area crea air rs er eae Integrated Services for Seniors and Veterans 
BAR MRRMED duit fo ih acts aids) 65a Asis ne STP Sapa ow OT eee s ca Knowledge Economy Partnership 
SAIN SOMERS antes caca fe. ints ss cea g oi atin ciue toa ase (eae Lie’ BITTOLE, Geol Seite Merchant Navy Veterans 
CURD pt se. Op II a a oR iy te crt eh eg ne er ee a National Round Table 
Meera inst atthe Sea ee cae (rat aces eG. oh vias tenn eae ye ae os Aa Priority Access Bed 
Sn TPN RY oe 29 2c) Tae Has. eee dul aceasta tae) fh. SOs 4s Ea SiaN ys Post Traumatic Stress Disorder 
SPE ree a eo a WS Oe eh hah Semen CelOre eke eeys > mah Royal Canadian Legion 
OUI cmmn Ete Mame ca We Rarah oo dcp vetere ite Wks weics.. ahi) ie pes norcees Royal Canadian Mounted Police 
ee ETE es das hay Oey SUE Sale Sy Vac eeied ech et ellen oaks ake Report on Plans and Priorities 
Se MME Re ee crt ran le vcy sina oie ta eines teak aed o WEN ES wear asae ooh a dees at aie Veterans Affairs 
eb NAPE Mere Ure cLe 2) cwhs: Me Nn artetucta Ma mans rata fee Nes achehint one Ree ah ate Veterans Affairs Canada 
“INGA GI SP ge en eo eee Veterans Affairs Canada - Canadian Forces 
DOT nek ce Aone tates a beseech Khe % ee, wikis La fans Veterans Independence Program 
COENEN TEL. Oia Ui ler ob ato ge Bet rl MR a namie tage Veterans Review and Appeal Board 
CHSRIN ye, aan i Games aay Hee ei ring Ei He a Saal a ara a ge War Veterans Allowance 
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Ministre des Anciens 
Combattants 


Sous-ministre 
Anciens Combattants Canada 


Sous-ministre déléguée 


Anciens Combattants Canada 


Médiatrice du 
Ministére, 
Bureau de 

églement précoce 
des conflits 


Directeur exécutif, 
Initiative de 
coordination des 
soins de santé 


Directeur général, 
Vérification et 
évaluation 


Sous-ministre adjoint, 
Commémoration, Relations 
publiques et Bureau de 
services juridiques des 
pensions 


Sous-ministre adjoint, 
Services aux anciens 
combattants, 


Sous-ministre adjoint, 
Services ministériels 


Le ministre est responsable du ministére des Anciens Combattants devant le Parlement. 


Le président du Tribunal des anciens combattants (révision et appel) est comptable au Parlement par lentremise du ministre. 


Conseillére juridique 
principal 


Président, Tribunal 
des anciens 
combattants 

(révision et appel) 


Gestionnaire de projet, 
Projet de remaniement 
des prestations 


Directrice générale, 
Coordination des 
politiques et du 
Bureau principal 
d'Ottawa 


Directeur général, 
Planification 
ministérielle 


Janvier 2001 
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Western Economic 
Diversification Canada _ 
Performance Report 
For the period ending 
March 31, 2001 es 


Canadit 


Improved Reporting to Parliament 
Pilot Document 


Each year, the government prepares Estimates in support of its request to Parliament for 
authority to spend public monies. This request is formalized through the tabling of 
appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an 
overview of total government spending in Part I, the documents become increasingly more 
specific. Part II outlines spending according to departments, agencies and programs and 
contains the proposed wording of the conditions governing spending which Parliament will be 
asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information 
with a focus on outcomes. 

The Departmental Performance Report provides a focus on results-based accountability 

by reporting on accomplishments achieved against the performance expectations and results 
commitments as set out in the spring Report on Plans and Priorities. 

The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual 
budget planning and resource allocation priorities. In combination with the subsequent 
reporting of financial results in the Public Accounts and of accomplishments achieved in 


Departmental Performance Reports, this material helps Parliament hold the government to 
account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2001 
Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 

Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/78-2001 
ISBN 0-660-61738-2 


® 


Foreword 


In the spring of 2000 the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada’. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting of results through ministers to Parliament and citizens. Earlier this year, 
departments and agencies were encouraged to prepare their reports following certain principles. 
Based on these principles, an effective report provides a coherent and balanced picture of 
performance that is brief and to the point. It focuses on results — benefits to Canadians — not on 
activities. It sets the department’s performance in context and associates performance with 
earlier commitments, explaining any changes. Supporting the need for responsible spending, it 
clearly links resources to results. Finally the report is credible because it substantiates the 
performance information with appropriate methodologies and relevant data. 


In performance reports, departments strive to respond to the ongoing and evolving information 
needs of parliamentarians and Canadians. The input of parliamentarians and other readers can do 
much to improve these reports over time. The reader is encouraged to assess the performance of 
the organization according to the principles outlined above, and provide comments to the 
department or agency that will help it in the next cycle of planning and reporting. 


This report is accessible electronically from the Treasury Board of Canada Secretariat Internet site: 
http://www. tbs-sct.gc.ca/rma/dpr/dpre.asp 

Comments or questions can be directed to this Internet site or to: 

Results Management and Reporting Directorate 

Treasury Board Secretariat 

L’Esplanade Laurier 

Ottawa, Ontario, Canada 

K1A ORS 

Tel.: (613) 957-7167 — Fax: (613) 957-7044 
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Executive Summary 


This past fiscal year Western Economic Diversification Canada (WD) refocused its business 
processes along three key areas of economic development: innovation, business development 
& entrepreneurship, and partnership. Supporting these areas, WD reinforced its strategic 
focus on research and economic analysis. The previous business lines and core programs 
delivered by the Department were continued during this fiscal period while the newer 
structure was developed. This Performance Report is structured around business lines: 
Capital Services, Information Services, Targeted Business Services, and Service 
Partnerships and core program areas: Strategic Initiatives and Special Projects, National 
Programs and Legacy Programs. WD reports good results in all areas of program delivery. 
Specific examples of WD programs and results can be found on our website at 


www.wd.gc.ca. 


The economic and social features of this period in the West are ones of changing 
demographics: an aging population, significant interprovincial migration and growth in the 
major urban centres. Small business remained an important component of the western 
economy, accounting for approximately 50% of all jobs in the region. WD continued to 
provide programs and services, with an emphasis on developing export know-how, adoption 
of new technology and finding capital for growth to small- and medium-sized enterprises in 
the West. 


For example, six new loan funds were created in partnership with public and private sector 
institutions to meet client needs for investment capital. Over 7,500 clients received business 
management services including seminars, one-on-one business counselling and employment 
assistance. WD’s service partners grew with the establishment of four Francophone 
Economic Development Organizations; a welcome addition to the network of Community 
Futures Development Corporations, Women’s Enterprise Initiative Offices, Federal- 
Provincial Canada Business Service Centres and WD Client Service Centres. WD’s Internet 
based offerings also improved over the fiscal year, as the Department met the phase 1 
commitments to the Federal Government On-Line initiative. 


Along with other federal government departments, WD has been making important progress 
on several “horizontal” initiatives. An updated Sustainable Development Strategy was 
tabled in Parliament in February 2001. A client satisfaction survey was also completed and 
will provide a baseline for the delivery of services as part of our participation in the Service 
Improvement Initiative. 


WD continues to deliver on its mandate to promote the diversification of the western 
economy, through programs and services customized to meet the needs and interests of 
Westerners. 


Section I: Messages 
Minister’s Portfolio Message 


The Government of Canada is Te aeoek ae 
committed to making Canada a world leader spate ake Wee 
; Atlantic Canada Opportunities Agency 
in the global knowledge-based economy of Business Development Bank of Canada* 


the 21 century. To meet this goal, the Canada Economic Development for Quebec Regions 
government has set out a very bold vision: Canadian Space Agency 
to have Canada recognized as one of the nermiatee g Ciao al 
fs A é Z ompenition iribuna 
most innovative countries in the world. Canyrene board Ganada 
Enterprise Cape Breton Corporation* 

Why this emphasis on innovation? Industry Canada 
Innovation is one of the most powerful National Research Council Canada 
sources of competitive advantage in modern Natural Sciences and Engineering Research Council 

: a: of Canada 
Ee Ies. It fuels productivity and Social Sciences and Humanities Research Council 
economic growth and that translates into Or Cannda 
greater prosperity and a better quality of life | Standards Council of Canada* 
for all Canadians. Our ability to acquire, Statistics Canada 
adapt, and advance knowledge will Western Economic Diversification Canada 


determine how well Canadian businesses 
and Canada as a nation innovate, and in 
turn, how well Canada competes in the 
global arena. 


* Not required to submit Performance Reports 


Promoting innovation, research and development is a cornerstone of our 
government’s agenda, and we have made progress. Canadian businesses have boosted their 
research and development (R&D) spending at the second fastest rate among G-7 countries. 
We have the fastest rate of growth in R&D jobs. And the government is committed to 
doubling its R&D investments and catapulting Canada into the ranks of the top five 
countries in the world for research and development performance by 2010. 


When it comes to embracing the Internet revolution, or what has come to be known 
as connectivity, Canada’s record is the envy of the world. Our country is one of the most 
connected countries in the world. We connected all of our schools and libraries to the 
Internet over two years ago. We have the highest percentage of our population on-line of 
any country in the world. Furthermore, the National Broadband Task Force has advised the 
government on how Canadians together can achieve the critical goal of making broadband 
access widely available to citizens, businesses, public institutions and to all communities in 
Canada by 2004. 


As Minister of Industry, I am responsible for the Industry Portfolio, which consists of 
fifteen departments and agencies that play a key role in delivering on the government’s 
agenda. With over 40 percent of federal government spending on science and technology, 
and a wide range of complementary programs to help businesses both large and small thrive 
and prosper, the Industry Portfolio has a national reach, regional depth and community 
presence across the country. 


I am pleased to present this Performance Report for Western Economic 
Diversification Canada (WD), which shows its contribution, during 2000-2001, to the 
government’s agenda. The Government of Canada, through WD and the Industry Portfolio, 
is contributing to the economic development and prosperity of the West — and the nation. 
WD’s Western Canada Business Service Network, with more than 100 points of service, 
ensures a department that is "on the ground" in each western province helping to find local 
solutions to local needs. The success of its partnerships enables WD to assist small- and 
medium-sized businesses to get started, to thrive and to grow. The department also works in 
partnership with provincial governments, research institutes and the private sector to 
strengthen Western Canada’s potential in the knowledge-based economy. Through strategic 
investments in leading-edge industries and technologies, WD is moving innovative ideas 
into well-developed projects with tangible results that will benefit western Canadians today 
and well into the future. 


The government’s strategy has been to strengthen Canada's capacity for innovation 
by investing in research and knowledge, and by fostering a nation of highly skilled people. 
We are assisting all Canadians with life-long access to the tools and skills they need for 
success. We are laying the foundation of a state-of the-art research environment in which 
our best and brightest can make their ground-breaking discoveries right here at home. And 
we are working with our researchers and entrepreneurs to make sure that Canada is the place 
where new products and processes get to market first and fastest. 


Si 


The Honourable Brian Tobin 


Secretary of State Western Economic Diversification 
Ron J. Duhamel 


Since its inception in 1987, the mandate of Western 
Economic Diversification Canada (WD) has been to 
advance the Western Canadian economy and represent 
Westerners’ interests in national economic policy 
development. In the past year, whether it was: helping a 
small business owner prepare a business plan or hire the 
brightest graduates; linking businesses to partners who can 
help them compete in an ever-changing economy; or 
encouraging the development of new and innovative 
technologies, WD programs and initiatives continued to be 
a strong record of service to the people of Western Canada. 


WD places a high priority on innovation. This year, 44% of WD’s project approvals were 
innovation related. WD played a catalytic role in creating a partnership for the Canadian 
Light Source Synchrotron project, one of the largest science initiatives ever in Canada. 
The project provides a revolutionary tool for researchers and may provide timely clues to 
the structure of matter, the development of new drugs or the design of biomedical 
implants. Other WD strategic investments in innovation and leading-edge technologies, 
such as fuel cell technology, which is used to develop environmentally friendly energy 
systems; biotechnology, through investments in the key areas of genomics and 
proteomics and new media, which converges information technology, culture and 
communications, are contributing to economic diversity in the four western provinces. In 
each of these areas, WD has been instrumental in bringing together key stakeholders to 
identify and develop these opportunities. 


In working to support the development of partnerships in the West this year, WD has: 
partnered with western cities to promote economic development in major Western urban 
centres and address concerns emerging with rapid expansion; continued in its leadership 
role in Infrastructure Canada, a program based on partnerships with provincial 
governments, territorial governments and municipal associations; and continued 
involvement in several Western Economic Partnership Agreements (federal/provincial 
contribution agreements for mutual economic development priorities), including one in 
British Columbia which will direct $40 million toward measures that encourage new 
jobs, support new economic infrastructure and technology, and promote entrepreneurship 
in the province. 


WD also worked to support western entrepreneurs - the driving spirit behind nearly 80 
percent of new jobs in Canada and the West - through a number of programs and 
initiatives. In June 2000, WD launched Canada’s first E-Business service Centre, located 
in Winnipeg, which provides small and medium sized businesses with a new resource for 
making the transition to the digital economy. WD added a fourth partner to the Western 
Canada Business Service Network - the Francophone Economic Development 


Canada Business Service Network - the Francophone Economic Development 
Organizations (FEDO) - to encourage enhanced services to Francophones in the areas of 
training, business development and marketing. FEDO joins the Community Futures 
Development Corporations, the Women’s Enterprise Initiatives and the Canada Business 
Service Centres in providing over 100 points of service for entrepreneurs. 


In the coming year, by refocusing its strategic directions in three key areas — business 
development and entrepreneurship, innovation, and partnership - WD will continue to 
promote the inclusiveness, competitiveness and economic activity that is essential for 
healthy, sustainable growth in Western Canada. WD is happy to report good levels of 
performance in recent client satisfaction surveys and the attainment of Government On- 
Line (GOL) objectives and we will continue to strive to meet the Government of 
Canada’s commitment to provide citizen-centred services and to deliver an increasing 
number of those services on-line. 


ourable J. Duhamel 


Section II: Departmental Strategic Context 


Mandate, Roles and Responsibilities 
WD’s mandate is defined in the Western Economic Diversification Act of 1988. 


Through the Act, WD is mandated to: 


e Promote the development and diversification of the western Canadian economy; 
e Coordinate federal economic activities in the West; and 
e Ensure that western Canadian interests are reflected in national decision-making. 


WD implements its mandate in a way that is consistent with national direction as 
provided in the Speech from the Throne, the Prime Minister’s response to the Speech 
from the Throne, and the objectives of the Industry Portfolio. Some of the department’s 
objectives are accomplished through programs and services that focus on the small 
business community in Western Canada. 


In the fall of 1999, WD developed a medium term strategy to refocus its activities in 
response to new challenges and priorities, both economic and social. Over the course of 
the fiscal year, WD began to make the shift in strategy from the business lines and core 
program areas reported in this document to three new key areas of activity: Innovation, 
Partnership and Coordination, and Business Development and Entrepreneurship 
supported by Economic Research and Analysis. 


The Department’s Head Office is located in Edmonton, Alberta, co-located with the 
Regional Office for Alberta. Regional Offices are also situated in each of the other 
western provinces, in Winnipeg, Saskatoon and Vancouver, and a Liaison Office in 
Ottawa. Regional satellite offices have also been opened in Victoria, Calgary and Regina. 
The Department’s Deputy Minister resides in Edmonton, and Assistant Deputy Ministers 
manage operations in British Columbia, Alberta, Saskatchewan, Manitoba and Ottawa. 
Each western Assistant Deputy Minister has direct responsibility for managing one of the 
department’s corporate business lines across Western Canada, and for delivery of all 
departmental programs in their region. The Ottawa based Assistant Deputy Minister plays 
the lead role in the department’s advocacy activities. 


Departmental/Program Objectives 
To achieve this mandate, the Department’s 2000-2001 Report on Plans and Priorities 


(RPP) describes four business lines and three core programs. 


Business Line and Core Program Titles 


Business Lines: Core Programs: 


Capital Services Strategic Initiatives and Special Projects 
Information Services National Programs 
Targeted Business Services Legacy Programs 
Service Partnerships 


Business Line Objectives: 


Capital Services: develop targeted Loan/Investment Fund Programs, offered in 
cooperation with private and public sector financial institutions, as well as other 
assistance in accessing conventional loan/equity financing. The Funds were 
established in response to small business’ need for financing in soft-asset and new 
economy areas. 


Information Services: increase use of information technology to provide cost- 
effective business information products by tailoring information to the needs of 
small- and medium-sized enterprises (SMEs) and entrepreneurs in western Canada. 


Targeted Business Services: provide assistance to SMEs and entrepreneurs to 
develop business plans to start or expand their business, sell to international and 
public sector markets, and initiatives to streamline regulations which may adversely 
affect small business. 


Service Partnerships: develop and implement innovative alternative service delivery 


arrangements, which meet the needs of western Canadian communities, SMEs and 
entrepreneurs. 


Core Program Objectives: 


e Strategic Initiatives and Special Projects: develop and launch public/private 
partnerships, federal, provincial and tripartite economic development initiatives to 
help SMEs compete in the Canadian and global markets. 


National Programs: renew community infrastructure through the Infrastructure 
Works Program and deliver community economic adjustment as a result of federal 
facility closures, changing federal priorities, or natural disasters. 


Legacy Programs: maximize the collection of repayable contributions and ensure 
that remaining commitments are paid out in accordance with the terms of agreements 
under the Western Diversification Program and other programs, without hindering the 
viability of client firms. 
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External Factors Influencing the Department 


The Western Provinces’ Performance in 2000! 


In 2000, the western 


Gross Domestic Product by Area: Selected Industries for 2000 Canadian economy 
Source: Conference Board of Canada, Spring 2001 remained highly 
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Manitoba 

Overall, the real gross domestic product (GDP) growth in Manitoba in 1999 was 0.5 
percent and 2.6 percent in 2000. This lower level of growth, as compared to the national 
averages of 4.1 percent and 4.5 percent, was due in part to a weaker U.S. economy, 
specifically in the manufacturing and transportation sector, as well as storage and 
communication. 


Manitoba’s population growth rate has been hindered by a continuous outflow of its 
population to other provinces. The province experienced only 0.5 percent growth in its 
population in the year 2000 and it is estimated that Manitoba will lose on average over 
2,300 persons per year to interprovincial migration between 2001 and 2010. Manitoba is 
also experiencing an increasingly aging population. The 65-and-over age cohort is 
expected to comprise 18 percent of the total population by 2020. 


Employment in the province grew by 2.2 percent in 2000, its highest rate since 1986, but 
is forecast to decelerate to 1 percent in 2001. 


Saskatchewan 

Real GDP growth in Saskatchewan in 1999 was 3.2 percent and 3.6 percent in 2000. 
Contributing to this growth in 2000 was a strong mining sector, due to high natural gas 
and oil prices. 


' Sources: Conference Board of Canada, Provincial Outlook (Spring 2001) and Provincial Outlook 
(2001 Edition-Long Term Forecast). 


age 


Migration of Saskatchewan residents to other parts of Canada continued in 2000, as 
demonstrated by an overall population decline of 0.2 percent. The province is also 
expected to soon experience the same “age bulge” in the 65-and-over category as that of 
Manitoba. In 2000, the “baby boomers”” represented 30 percent of Saskatchewan’s total 
population. 


Employment in Saskatchewan grew by only 0.8 percent in 1999 and 1 percent in 2000. 
This is compared to the national average of 2.6 and 2.8 percent respectively in the same 
time frame. 


Alberta 

Real GDP growth in Alberta was 6.0 percent for 2000, driven largely by a thriving goods 
and services industry and high oil and natural gas prices. More modest economic 
conditions and a slowing down of the goods and services sector will drop GDP growth to 
4.8 in 2001. 


The population growth of 1.8 percent in the latter half of the 1990s for Alberta slowed to 
1.4 percent in 2000. 


Employment growth, close to the strongest in the country during the 1990s, is expected to 
remain firm, driving the unemployment rate down from 5.7 percent in 1999 and 5 percent 
in 2000. 


British Columbia 

Real GDP growth in British Columbia slowly grew from 2.5 percent in 1999 to 2.9 
percent in 2000. With 66 percent of all foreign exports going to the United States, the 
province is feeling the pressure of a slowdown in the U.S. economy. The declining 
economy of Japan, another big importer of B.C. goods, has further accentuated the export 
difficulties. 


In 1999, the province lost a net total of 13,000 people and this trend is expected to 
continue for the next couple of years. Alberta is the main beneficiary of this out- 
migration. More than any other province, British Columbia relies on migration into the 
province to support population growth. 


Employment growth in B.C. grew slightly from 2.0 in 1999 to 2.2 percent in 2000. 


Other Factors Affecting the Western Canadian Economy 


The Importance of Small Business 

Small and micro businesses account for about fifty percent of all jobs in Western Canada, 
about five percent higher than for the rest of Canada. The difference is attributed, in part, 
to the number of family owned farms in the West that are counted as small businesses. 


> “Baby-boomers” refer to the 34-53 year old age group born between the years 1947-1966. 


hy 


There are many challenges facing the small business community in Western Canada. 
Despite the large number of people employed through small business, this sector 
accounts for a small share of total economic output, and an even smaller share of export 
activity. The special needs of small businesses when it comes to exporting, hiring skilled 
labor, adopting new technologies, obtaining the capital necessary for starting and 
growing, and developing marketing and management strategies must all be researched 
and addressed within the western context. 


The Increasing Importance of Major Urban Centres 
The movement of people to the seven major urban centres in Western Canada: 
Vancouver, Victoria, Calgary, Edmonton, Regina, Saskatoon and Winnipeg is stressing 
the urban and economic infrastructure. This is a particular problem in Calgary and 
Vancouver. The urban centres are becoming home to the majority of western Canadians, 
as well as the majority of economic output in the West. 


The Rural West 

The rural West is facing its own set of economic challenges, including a declining and 
aging population base, and heavy reliance on primary resources. Although rural areas 
comprise over 90% of the geography of Western Canada, they make up much smaller 
shares of economic output. For example, the traditional rural agricultural industry is 
employing fewer and fewer people, accounting for a declining share of regional 
economic output. 


Aboriginal People in Western Canada 

The birthrate for Aboriginal people is by far the highest in Canada, with an estimated 
population growth of 52% between 1991 and 2016°. As a group, Aboriginal people 
experience a lower labour force participation rate, earn lower incomes and have a higher 
rate of dependency on social assistance than non-Aboriginal Canadians’. Aboriginal 
population growth in urban centers is fuelled by birthrate and net migration from rural 
areas. To help Aboriginal people participate and prosper in western Canadian society, 
social, employment and economic development issues must be addressed in an integrated 
and coordinated fashion. 


Northern Regions of Western Canada 

Almost half of the geographic area of Western Canada falls into the northern regions of 
the western provinces, yet the north is sparsely populated and extremely unbalanced in 
terms of economic output. It is an area characterized by extremes: a small number of 
larger communities that depend on natural resource extraction activities with full services 
and populations that have high wage incomes and a large number of smaller isolated 
communities that lack services, infrastructure and employment. Transportation is a big 
challenge, with some communities accessible only by tertiary roadways and others 
accessible only by ice road or air. Education levels are generally lower in the north and 
the percentage of Aboriginal peoples is much higher. 


3 Performance and Potential 2000-2001, Chapter 4: Maximizing Canada’s Talent Pool, The Conference 
Board of Canada, 2000 
4 The Government of Canada Report of the Royal Commission on Aboriginal Peoples, November 1996 
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Section III: Outcomes 
Capital Services 

Context and Background 

The primary sources of business financing offered through WD are the loan funds 
established with the various financial institutions, including credit unions and chartered 
banks. These loans are designed to increase access to capital for SMEs where traditional 
financing is not available most notably in high growth, emerging sectors and micro- 
business lending. A 1999 Program evaluation confirmed that the funds serve a gap in 
financing between traditional bank lending and venture capital. 


The Loan/Investment Funds Program represents public/private partnerships and provides 
“patient” loans and counselling services to firms in key growth areas. This initiative 
leverages private sector lending in higher-risk, emerging and export-oriented industries to 
which banks do not normally lend and which are not generally covered by the Canada 
Small Business Financing Program. WD provides a loan loss reserve in order to 
encourage private sector lending to small businesses by sharing loan losses with the 
financial institutions, which are solely responsible for the loan approval and the funding 
of the loans. 


In addition, WD has capitalized and leveraged loan funds to be administered by its 
network partners, the Community Futures Development Corporations (CFDC), the 
Women’s Enterprise Initiatives (WEI) and the Francophone Economic Development 
Organizations (FEDO). These funds allow our network partners to assist small- and 
medium-sized enterprises (SME) with loans on commercial terms that would be more 
difficult to obtain through traditional financing. 


Resources 

WD’s leveraged loan funds are administered by a small unit, while client service staff 
provide direct assistance with business plan development, referral to and liaison with the 
lenders, and confirmation of loan eligibility. WD does not support the overhead and 
maintenance (O&M) costs of the financial institutions and WD’s contribution to the loss 
reserves is only ten to twenty percent of the value of actual loans provided by the 
financial institution. WD leverages a much higher amount of lending for SMEs using 
this program than by providing direct lending to clients. 


Loans to small businesses are an integral element of the services provided by the network 
partners and the financial partners with whom they work. Professional network staff 
work with small business owners to assist them to access the financial resources they 
require. In addition, loan decisions are made by the volunteer directors of the network 
partner organizations. 
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Outcomes Achieved 


Outcomes Measures 


Increased awareness of, and 
access to, capital (debt and 
equity) for SMEs in targeted 
growth sectors plus rural and 
women entrepreneurs and 
micro-businesses, leading to 
2000/01 outcomes of: 

1. WD Loan Funds — 300 
loans, for a total of $22 
million, plus 
supplementary funding of 
$8 million from other 
sources 

2. CFDC Loan Funds — 
2,440 loans for a total of 
$54 million 

3. WEI Loan Funds — 180 
loans for a total of $4 
million 


e Client satisfaction? 


e Take-up rates for WD, 
CFDC, WEI and MOLC® 
Loan Funds 


e Amount of supplementary 
(other) funding accessed by 
WD clients 


Overall client satisfaction 
reported at 77% 


WD Loan Funds provided 
379 loans valued at $25.8 
million’ 

1590 loans valued at $46 
million were provided by 
CFDGs. 

95 loans valued at $2.7 
million were provided by 
the WEI. 

WD implemented two loan 
funds with financial 
institutions and 
Francophone organizations 
($400,000 available to each 
fund) in BC and SK. 

These funds each made $2 
million available over 3 
years to Francophone 
entrepreneurs. Similar loan 
funds are being negotiated 
for MB and AB. 

WD Loan Funds leveraged 
an estimated $8 to $13 
million in supplementary 
funding from private 
sources. 

CFDCs lever additional 
loan funds at the rate of 1.5 
to 1; the WEIs at the rate of 
0.85 to 1.° 


> Client satisfaction figures are for all WD business lines and programs, of which access to capital is one. 
° Minority Official Language Communities 
’ This amount represents leveraged lending by the private sector. WD provides a loss reserve which is held 
in a separate, interest bearing, account by the financial institution to be drawn upon only to offset a portion 


of any losses on those loans. 


® Since 1995, the CFDCs have loaned $278M and levered an additional $417M — ratio — 1.5 to 1; the WEIs 
have loaned $16.5M and levered an additional $14.1M — ratio 0.85 to 1. 


Ls 


e Modification of program to 
meet client needs 


Improved business planning e Client satisfaction 
by clients 

e Loan approval rates 
Effective relationships with e Partner satisfaction 


financial partners 


” See Appendix IV: WD Client Satisfaction Survey 2001 
'° See Appendix IV: WD Client Satisfaction Survey 2001 


Six new loan funds were 
created to meet client 
needs. Two loan funds 
were created specifically to 
meet the needs of 
Francophone 
entrepreneurs. 

The Advice and Business 
Loans for Entrepreneurs 
with Disabilities (ABLED) 
program provided 
$144,000 in loans in fiscal 
year 2000/01. This 
program was approved in 
March, 2000 and has 
experienced increased 
demand. 

73% of WD clients report 
that they are satisfied or 
very satisfied with the 
guidance provided by WD 
officers’. 


64% of WD clients are 
likely to recommend, 
without reservation, WD 
services”. 


The total number of WD- 
levered loans approved 
exceeded previous year by 
16.6% and exceeded the 
goal for this year by 26.3% 
A survey of partners is 
planned during 2001 — 
2002. 
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e Take-up rates for WD, e Total loans by dollar value 
CFDC, MOLC and WEI approved exceeded 
Loan Funds previous year by 31.6% 
and exceeded the goal for 
this year by 17.2%. 
e Loans to date: 
e By WD’s financial 
partners, 1,207 loans 


totalling in excess of 
$122 million. 


By Community 
Futures, 11,723 loans 
totalling more than 
$278 million. 

By WEI, 663 loans 
totalling more than 
$16 million. 


Le 


Effective utilization of Actual versus budget Activity was under budget 
available resources for 00/01 freeing resources 
for other WD activities. 
Improved financial skills of WD client satisfaction 77% of clients surveyed 
WD’s client service staff, reported satisfaction with 
focusing on: the business knowledge of 
1. Knowledge of capital WD officers". 
markets and financing Proportion of client 49 client service staff 
options services staff trained received training in this 
Marketing, business fiscal period. The total 
planning and coaching number of client service 
skills staff is approximately 60 
people. 
A total of $163,453 was 
spent on training for client 
services staff. 


Lessons Learned 
The challenge for Capital Services is to provide access to innovative, higher-risk capital 
lending for target groups including: key growth industries; technology; women; SMEs in 
minority official language communities; rural entrepreneurs; and start-up urban 
entrepreneurs. In order to meet this challenge, six new loan funds were created this fiscal 
period using a conditionally repayable commitment of up to $5.4 million from WD to 
leverage up to $33.5 million in private sector lending to small business. These new funds 
aimed at the specific needs of: 

e Entrepreneurs with disabilities in Vancouver and Victoria 

e Francophone clients in Saskatchewan and British Columbia 

e Very small and start up businesses in Edmonton 

e Environmental and conservation related businesses in British Columbia 


In addition, a $150,000 WD commitment was made to leverage another $1.5 million from 
privately managed funds for existing CFDC loans in British Columbia. 


Advice and Business Loans for Entrepreneurs with Disabilities (ABLED) is a new 
initiative for WD, that illustrates how WD’s levered loans work. The program provides 
loans of up to $75,000 to individuals with disabilities who are unemployed, under- 
employed, or experiencing barriers to employment. Critically, it also provides non- 
financial assistance through one-on-one counselling, mentoring, and access to business 
training and development. The program operates in the Greater Vancouver and Victoria 
metropolitan areas through agreements with the VanCity and Coast Capital Savings 
Credit Unions, who bring their expertise to bear in making the loan decisions. 


'' See Appendix IV: WD Client Satisfaction Survey 2001 
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Information Services 

Context and Background 

The role of the Information Services (IS) business line is to provide cost-effective user- 
friendly solutions in the development of business information products for external 
clients, to manage the WD website and to meet internal information system requirements. 
The IS website team was awarded the WD Deputy Minister’s Award of Excellence for 
work undertaken to meet the Government On-Line” Tier 1 deadline of December BA: 
2000. 


The Information Services Secretariat business line supports other WD core program areas 
and the Western Canada Business Service Network (WCBSN) in providing relevant, 
timely information in an electronic format for use by small business and entrepreneurs 
using the most appropriate technology. 


Resources 
The IS Group consists of a small staff supplemented from time to time for special 
projects, technical expertise and training. 


Outcomes Achieved 
poutine en omen Metres ree Restle iy ee | 

Western small businesses have | Trend rate of use of WCBSN 

access to an integrated information products. Small 

information service that business satisfaction with: 

provides: e Accessibility of the service | e Month over month usage 

statistics indicate a 

Information products, substantial increase in 
primarily interactive, access to WD’s website, 
tailored to their specific from 15,416 visitors in 
needs May 2000 to a high of 
Referrals to sources of 26,078 visitors in March 


more specialized expertise 2001. 

Recent survey indicates 
94% of visitors to the 
website say they are very 
likely or somewhat likely 
to return. 


'? See Appendix VI — Government on Line for more information. 


Be 


e Appropriateness and Completion of the GOL” 
quality of the services information phase (Tier 1) 
used. December 31, 2000. 
60% completion of 
Government of Canada 
GOL Common Look and 
Feel accessibility 
guidelines. 
77% of visitors surveyed 
say the information has 
been useful to them in their 
business. 
Cost savings of more than 
$20,000 in download of 
electronic copies vs. 
printed copies. 

Introduction of a “Third Work has begun in 

Generation” WD Web site developing the WD Web 

into an interactive site, 

including offering online 
registration for certain 
events, interactive 
feedback and points of 
service and entrepreneurial 
assessment. 

Training and support 

services provided to 32 

CFDCs as well as 80+ 

service requests. 

e Use of the Extranet by 
WCBSN members was 
lower than expected. New 
services are planned to 
address and increase usage. 

e More than 217,000 site 
visitors accessed the WD 
website in this fiscal 
period, an increase of 
approximately 14% over 
the previous fiscal period. 

e Verbal feedback indicates 

high satisfaction rating 

with support services. 


WCBSN"™ members are 
equipped to provide high 
quality, consistent service to 
client SMEs. Front line 
personnel understand and use 
the full capabilities of the 
information 
products/electronic 
infrastructure, through 
training, help desk support and 
information sharing. 


Capability of Network 
members and WD staff to 
deliver the full range of 
information products 

e Trend rate of use 


e Satisfaction among 
network members 


'S GOL — Government On Line. See Appendix VI for more information about this initiative. 
'* WCBSN — Western Canada Business Service Network 
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An electronic infrastructure 
that enables all Network 
partners to access a collective 
pool of information products 
and tools, and provide 
consistent, high quality and 
timely service to western 
SMEs (with support from the 
IT Branch and Service 
Partnerships) 


Implementation and 
continuing development of 
the electronic 
infrastructure, including a 
Phase 3 Client Information 
System (CIS), Extranet and 
Intranet 
e Trend rate of use, type of 
Network member, and 
types of products used 


A CFDC Reporting system 
is under development. 
This system will facilitate 
performance reporting. 


e Extranet use by WCBSN 
members has been lower 
than projected (see lessons 
learned). 

e Benchmarked against other | e Met GOL Tier 1 guidelines 
regional agencies (see Appendix VI). 
electronic information 
offerings in terms of 

standards, access and use. 


Lessons Learned 

The emergence of Government On-Line as a major Government of Canada (GOC) 
priority provided additional strategic direction to online initiatives. The Government of 
Canada mandated thorough Common Look and Feel Guidelines'” to ensure consistent 
GOC identity online, as well as universal access to all Canadians. This mandate has 
impacted heavily on the Information Services business line, to ensure the Department 
meets and continues to maintain the guidelines. 


Ongoing GOC public opinion research will assist in driving further development of 
products and services for online delivery, which will in turn impact resources required for 
Information Services. The challenge for 2001-2002 will be to redesign the WD public 
website to meet client needs, as well as meet the Common Look and Feel requirements, 
and to achieve this within existing budgets. 


WD has developed and maintains an “Extranet” for the members of the WCBSN. 
Extranet use was lower than anticipated during the 2000-2001 fiscal year and an 
evaluation will be undertaken in the next fiscal period to determine the reasons. While 
the evaluation will provide a more comprehensive look at the problem, IS will continue 
to improve the Extranet offerings, including the application of the Common Look and 
Feel guidelines and launch of an on-line learning program for WCBSN employees in the 
fall of 2001. IS will also be working with the Service Partnership Secretariat to improve 
the Extranet. 


'S Common Look and Feel is a set of government-wide standards for website structure. The requirements 
can be reviewed in detail at http://www.cio-dpi.gc.ca/clf-upe/index_e.asp 
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Targeted Business Services 

Context and Background 

The objective of Targeted Business Services is to help entrepreneurs and small- and 
medium-sized businesses (SMEs) grow and become successful in today’s global 
economy. In order to remain competitive and penetrate new domestic, foreign and 
government markets, SMEs need business and management services, access to capital, 
information on exporting, assistance in selling to government and a solid understanding 
of e-business. WD accomplishes this through value-added skills development (seminars 
and workshops'°) and counselling (assessments and business plan reviews), as well as 
programming support for international marketing (International Trade Personnel 
Program'’), developing new technology (First Jobs in Science and Technology'®) and 
assessments of new technologies (WD-Canadian Innovation Centre Technology 
Assessment'’). Where appropriate, clients are also referred to WD’s network partners, 
financial institution partners and other governmental organizations for assistance. 


Resources 
Forty-five knowledgeable officers located across Western Canada in seven regional WD 
offices provided services and programming support to SMEs during the last fiscal year. 


Outcomes Achieved 
WD staff will respond to The number of entrepreneurs e 27,476 business inquiries 
28,000 client inquiries and and SME inquiries and lasting less than 30 
information requests. requests that are fulfilled. minutes. 

e 76% of WD clients 
surveyed were satisfied or 
very satisfied with the 
speed of service 
provided”’. 

This category resulted in 7,535 

clients receiving service in 

business management: 

e 146 applications were 
reviewed for funding under 
the First Jobs in Science 
and Technology program. 

e 371 clients participated in 
31 financing seminars. 

e 4,530 clients participated in 

199 business management 

seminars on e-business and 

business planning. 


WD staff provide in-depth 
business management services 
to 5,100 clients 


The number of entrepreneurs 
and SMEs requiring in-depth 
advice and counseling from 

WD’s officers. 


'® See http://www.wd.gc.ca/eng/events/default.htm for a list of upcoming seminars or to find out more 
about programming support. 

'7 For more information, visit http://www.wd.gc.ca/eng/finance/programs/xitpp.html 

'® More information on this program is available http://www.wd.gc.ca/eng/finance/programs/xfirstjb.html 


' Program details are found at http://www.wd.gc.ca/eng/innovation/techassessment/connection.htm 
*° See Appendix IV: WD Client Satisfaction Survey 2001 
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e 2,488 clients received one- | 
on-one counselling services 
on business management. 

The result was 1,519 clients 

receiving export service: 

e 83 applications were 
reviewed for funding under 
the International Trade 
Personnel Program. 

e 978 clients participated in 
46 export seminars. 

e 458 clients received one- 
on-one export counselling 
and advice. 


The number of SMEs in | 


Western Canada interested in 
entering or expanding into 
export markets. 


WD staff will provide export 
services to 1,900 clients. 


WD staff will provide selling | The number of SMEs The result was 1,048 clients 
to government service to 1,000 | interested in entering or receiving selling to 
clients expanding into the public government services: 

sector market e 74 clients participated in 


tours related to 3 Major 
Crown Projects. 

e 700 clients attended 20 
Selling to Government 
Seminars. 

e 274 clients received one- 
on-one selling to 
government advice and 
counselling. 


Lessons Learned 

While some results exceeded targets and others fell short, the overall performance was 
very good. The requests for business management services were exceptionally high this 
year as WD launched a new e-business suite of tools that included e-business seminars, 
one-on-one counselling and website reviews. The demand for these services surpassed 
expectations and by reallocating resources to this product line, Client Services was able 
to meet the demand. Today, the challenge is to continue to meet the expectations of 
clients while dealing with limited resources. This means adopting strategies that 
incorporate capacity building with our partners and collaboration with other government, 
non-profit and private sector organizations on related initiatives. 


A Client Satisfaction Survey was undertaken by WD to ensure WD’s clients were 
satisfied with our services. The results indicate that 77% of the clients surveyed were 
satisfied or very satisfied with WD, a dramatic improvement from our 1998 survey with 
58% overall satisfaction. As a department that prides itself in providing value-added 
service to clients, we were pleased to know that 83% of the clients stated they had 
multiple contacts with WD. That so many clients return repeatedly to WD strongly 
suggests that they find WD’s services to be useful to their businesses. Clients also 
provided high ratings for: the courtesy of personnel, respect of the confidentiality of the 
information, helpfulness of the staff, hours of service and clarity of the information 
provided. 
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Service Partnerships 
Context and Background 
To provide information, business advice, access to capital and assistance in building 
community capacity, WD has developed the Western Canada Business Service Network 
(WCBSN), an innovative partnership with over 100 government and community based 
points of service across Western Canada. 


Partners include 90 Community Futures Development Corporations, 4 Women’s 
Enterprise Initiative offices, 4 Federal-Provincial Canada Business Services Centres, 4 
Francophone Economic Development Offices, 7 WD Client Service Offices, and 
numerous satellite offices and cooperative delivery arrangements with other 
organizations. 


A focus on inclusiveness ensures that WD responds to new opportunities and addresses 
the barriers that prevent many western Canadians from fully participating in the 
economic activity of the nation. WD works in partnership with governments and other 
stakeholders to address the socio-economic and cultural issues that prevent full 
participation in the economy by groups with unique needs such as Aboriginal people, 
women, Francophones, the disabled, and people living in rural and/or remote 
communities. 


Resources 
In the past two years, WD has signed multi-year agreements with its Network partners, 
providing operating funding totalling approximately $30.0 million per year. 


Administrative resources directed to program delivery in 2000/01 comprised a Manager 
and an officer in the Service Partnerships Secretariat, and 2-3 full-time officers in each 
region. 


Recently, WD expanded the Network to include Western Canada’s Francophone 
communities through the establishment of 4 Francophone Economic Development 
Organizations, and provided support to business services in Aboriginal communities 
through the Aboriginal Business Service Network initiative. 


In 2000, WD launched special initiatives supporting the electronic infrastructure across 
the Network, enhancing their participation in the federal government’s Government On- 
Line initiative and increasing community access to the world of electronic based 
information and services. 
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Outcomes Achieved 
Business Services: Small 
businesses and entrepreneurs 
have ready access to services 
to business 


Measures PReswiss i eeencen | J 


e Number of points of e Small businesses and 
service in WCBSN that entrepreneurs have ready 
serve entrepreneurs. access to business services 
through more than 100 
points of service. 

e The WCBSN was 
expanded to provide 
service to Francophone 
entrepreneurs through the 
Francophone Economic 
Development 
Organizations established 
in each western province. 

e 980,623 client services 
were provided by WCBSN 
members (excluding 
website visits). 


e Total number of services 
provided/total number of 

clients served by WCBSN 

members. 


WD and Alberta 


Client satisfaction level. 


Small businesses consistently 


receive high-quality service Community Futures 
from Network partners Association jointly 
developed a CFDC 


satisfaction survey tool that 
has been shared with pan- 
western Associations and 
all Alberta CFDCs. 

e Alberta Women’s 
Enterprise Initiative 
developed a client survey 
tool that includes client 
satisfaction. The survey is 
currently in process. 

e WD Client Service Survey 

shows 77% client 

satisfaction rate. 
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Visibility: Small businesses 
recognize 

Network partners as a leading 
source of services to small 
business 


Community Economic 
Development: 

Communities have access to 
community economic 
development services 


Service standards 
established. 


Awareness survey. 


Total number of 
promotional events held by 
WCBSN members. 


Total number of 
community economic 
development 
projects/initiatives led by 
WCBSN members. 


The four provincial 
Community Futures 
Associations work with 
their members to ensure 
that a consistent, high 
standard of service is 
available to clients. 

All WEI offices have 
desired service outcomes in 
place. 

All CBSCs have 
established service 
standards in place. 

All WD Client Service 
Units have program 
delivery service standards 


Survey last conducted in 
July 1999. 


CFDCs and WEIs held 
2747 and 87events 
respectively in 2000/01. 
CFDC week held 
September 2000 across 
Western Canada. 
WEI week approved in 
2000/01. Events took 
place in May 2001 in all 
four western provinces. 
WD launched the 
Marketing and Visibility 
Initiative (MVI) within the 
WCBSN to raise federal 
visibility and increase the 
partners’ profile. 
CFDCs initiated 693 long- 
term Community Economic 
Development (CED) 
projects and held 781 short- 
term CED events in 
2000/01. 
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Corporate Support of 
Network: 

Efficient and effective 
management of service 
partnerships, including 
coordination of Network 
partners 


WCBSN shared vision 


Total number of 


volunteers/volunteer hours. 


Satisfaction level of 
Network partners. 


Percentage of available 
funding 
committed/disbursed 


Program administrative 
costs as a percentage of 
total program costs 


Degree to which 
streamlining of 
administrative systems 
improves cooperative or 


alternative service delivery. 


Degree of support among 


e A total of 9,164 volunteers, 
including board members, 
provided 93,149 hours of 
support to CFDCs and their 
communities in 2000/01. 
This is a strong indication 
of the support for, and value 


of, community economic 
development. 

A total of 274 volunteers, 
including board members 
provided 4,041 hours of 
support to WEIs and their 
clients in 2000/01. 


e Network members continue 
to express satisfaction with 
the WCBSN as evidenced 
by the growing pan-western 
cooperation among partners. 

e The Community Futures 
Associations have formed a 
pan-western alliance and 
have undertaken several 
pan-western projects. 

e Multi-year funding 
commitments and annual 
budget adjustments ensure 

100% of available funds 
are committed and 
disbursed. 

e Service Partnership 
Secretariat administrative 
costs total <1% of program 
costs. Programs are 
delivered by regional office 
staff. These costs are 
covered within overall 
regional program 
administration budgets. 

e Multi-year contribution 
agreements have 
strengthened the 
accountability framework 
for network partner 
funding. Contribution 
agreement templates are 
amended as required for 
efficient administration of 
the program. 

e Network members were 
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included in consultation on 
the department’s long-term 
strategy and expressed 
interest in continuing their 
involvement. 
CFDCs contributed $7.55 
million to loan fund pools in 
Alberta and BC. 


Network partners of a 
common vision. 


WCBSN investment fund 
strategy 


e Degree of redistribution of 
existing investment funds. 


e Total number of leveraging | e There are a total of seven 
arrangements between loan-leveraging 
partners and conventional arrangements in place 
lenders. between WCBSN members 


and conventional lenders. 


e Amount of new investment | e A total of $2,500,000 in 
funding provided to Investment Funds was 
partners. provided by WD to 

WCBSN members. 


Lessons Learned 

To increase communication and the sharing of “best practices” throughout the network, 
WD initiated a pan-western “CF Week” in 2000/01, in which the successes of the 
Community Futures Development Corporations across the West were celebrated, and the 
support of the federal government was recognized. More generally, the Department has 
supported increased pan-western dialogue and cooperation between Network Partners, 
resulting in the development of numerous initiatives of benefit to partner organizations 
and their clients. 


WD launched the Marketing and Visibility Initiative (MVI) in 2000/01 to assist Network 
Partners to market and promote their programs and services in a way that recognizes the 
federal contribution. 


WD reviewed and revised its Entrepreneurs with Disabilities Program in 2000/01, 
resulting in a more coordinated delivery of business services to entrepreneurs with 
disabilities on a regional basis through provincial Community Futures Associations. The 
delivery of the program continues to be subject to ongoing consultations with 
stakeholders. 
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Strategic Initiatives and Special Projects 

Context and Background 

The objective of the Strategic Initiatives and Special Projects area is to develop and 
launch economic development programs and initiatives for Western Canada using 
partnerships, networks and consortia that involve industry, all orders of government, 
academic institutions, and research institutions. The programs and initiatives are 
designed to improve the overall competitiveness of Western Canada through analysis of 
the Western Canadian economy, building on the innovation capability of the region, and 
demonstrating federal leadership on regional issues. 


Through its chairmanship of three federal-provincial forums, the Department plays a 
constructive, leadership role in bringing together senior officials from across the West to 
address and advance economic development and innovation issues of mutual interest and 
concern. The Department is also committed to a research framework to address relevant 
western Canadian issues. A number of research projects were begun in this fiscal period, 
some of which include: 
e A Profile of Small Business Growth and Change in Western Canada by the 
Western Centre for Economic Research 
e Assessment of Science and Technology Infrastructure in Western Canada by 
Calibre Strategic Services 
e Study of Economic Development Practices in Canada by the OECD”! 


WD’s strong focus on innovation complements the federal strategy. WD works with 
partners to address gaps and to strengthen the western Canadian Innovation system by 
improving knowledge infrastructure and capacity, enhancing technology 
commercialization activities and linkages, enhancing capacity of firms to develop and 
adopt new technologies, and enhancing coordination and alignment of innovation 
priorities and strategies between federal, provincial and other innovation players. 


The Western Economic Partnership Agreements (WEPAs) are cost-shared federal 
provincial agreements that focus on the enhancement of competitiveness and productivity 
to develop and support a more sustainable economic base. Each agreement is consistent 
with both national economic policies and the unique needs and opportunities of each of 
the western provinces. 


Resources 
Project officers in all WD offices work with stakeholder groups to develop and 
implement programs and initiatives for Western Canada. 


Outcomes Achieved 
Outcomes 
Good relationships with 
provinces, other federal 
departments, industry 

organizations, and other 


e WD chairs three federal- 
provincial forums that 
involve the active 
participation of the four 


Measures 
e Partner satisfaction 


*! Organization for Economic Co-operation and Development 


Zo 


partners western provincial 


governments: 
e Western Economic 
Development Deputy 


Ministers’ Forum 
e Western ADM Policy 
Group 
e Senior Officials 
Forum on Innovation 
Improving the department’s e Amount, and quality, of e 17 research initiatives 


knowledge of the western research generated, undertaken by HQ/Regions 
Canadian economy programs implemented asa | e $575,000 committed. 
result of the research. e Research collaborations 


and partnerships begun 
with western DM and 
ADM forums (see above). 


| Maintaining a process for e Strategies designed and e Developed initiatives to 
initiating, developing, implemented and strategic encourage innovation. 
implementing and tracking directions established. 44% approved project 
strategic initiatives and special contributions were devoted 
projects that improve the to Innovation. 


innovation climate in Western 
Canada, including setting 
broad strategic directions for 
the department’s innovation 
activities and other special 


initiatives. 

| Negotiation and finalization of | e Number of agreements e Preliminary discussions 
federal provincial economic implemented, and regarding a new round of 
development agreements, and economic achievements of WEPAs to replace those 
urban development agreements. expiring March 31, 2002 
agreements have begun. Preliminary 


discussions have also 
begun on renewing urban 
development agreements in 
major western cities. 


Lessons Learned 

WD’s role is to support the implementation of the federal strategies by strengthening 
regional systems in the West and ensuring western issues, opportunities, and capacity are 
taken into consideration in federal policy and decision-making. This is accomplished 
through support of a coordinated approach to regional planning, research and economic 
analysis, an innovation strategy, and economic development agreements with other levels 
of government. 


The Department recognizes that it is essential to maintain and enhance constructive 
working relationships with the western provinces. Through its leadership role in three 
federal-provincial forums, WD promotes federal-provincial coordination on economic 
development and innovation issues important to the West. 
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National Programs 
Context and Background 
WD is responsible for the delivery of national economic development programs on behalf 
of the federal government in Western Canada. These programs are designed to mitigate 
the economic impact on communities affected by federal facility closures or reductions, 
by natural disasters or by changes in federal policies and programs. In addition, WD 
works to renew community infrastructure through the Infrastructure Canada Program”. 


During 2000-2001, the department delivered three National Programs. The Whiteshell 
Community Adjustment Fund was set up by WD to assist the community of Pinawa, 
Manitoba in its readjustment following the planned closure of Atomic Energy of 
Canada’s nuclear laboratory in Pinawa in 2001. 


In British Columbia, WD is helping coastal fishing communities with economic 
adjustment. The Pacific Salmon adjustment programs (including the Community 
Economic Adjustment Initiative (CEAI), the Fisheries Legacy Trust Investment Fund, the 
Coastwide Initiatives Program and the Recreational Fishery Salmon Loan Program) were 
established as a federal response to the extraordinary downturn in the salmon fishing 
industry. Programs were aimed at encouraging and promoting long-term, sustainable 
economic development and diversification. More specifically, repayable and non- 
repayable loans were given to projects in fishing-dependent Aboriginal and non- 
Aboriginal communities to address local priorities and needs, and provide opportunities 
to support transition to alternative economic activities. 


The federal government also allocated $2.65 billion for improving provincial and 
- municipal infrastructure in Canada, with an initial focus on green infrastructure’. The 
terms and conditions of the Infrastructure Canada Program have been developed by the 
Treasury Board Secretariat and specific funding is received for program delivery. WD is 
the federal delivery agent for the program in the West. The new Infrastructure Canada 
Program has been designed to provide long-term and sustainable benefits for Canadians, 
focussing on the quality of the environment, support of long-term economic growth, 
improvements in community infrastructure and new approaches to building 21° century 
infrastructure. 


In 2000/01, WD consulted with other governments and entered into multi-year 
agreements with the provincial governments in western Canada to improve municipal 
infrastructure in cities and rural communities. Because the program was initiated during 
2000/01, only one project was approved in this fiscal period — the "Hydraulic 
Improvements to the Red River Floodway" project approved at a cost of just over $1.5 
million, to be split equally between Canada and Manitoba. In the same time period, 
delivery of the previous program - Infrastructure Works, continued. 


*? More detailed information on the Infrastructure Canada Program in Western Canada can be found at 
http://www.wd.gc.ca/eng/ced/infrastructure/default.htm 

> Green infrastructure includes projects related to water and wastewater systems, water management, solid 
waste management and recycling, and capital expenditures to retrofit or improve the energy efficiency of 
buildings and facilities own by Local Governments. 
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Resources 

The Whiteshell Community Adjustment Fund is partially delivered on behalf of WD, out 
of the Winnipeg River Brokenhead Community Futures Development Corporation, 
supported by a few staff in the Winnipeg regional office of WD. 


The Pacific Salmon Fisheries Adjustment Program utilized funding as follows: 


e Fisheries Legacy Trust Investment Fund $11M 
e CEAI $25M 
e Coastwide Initiatives Program $850K 
e Recreational Salmon Fishery Loan Program $7M 


The economic diversification component of Pacific fisheries transition programs is 
delivered on behalf of WD by the coastal Community Futures Development 
Corporations, with oversight and leadership by WD-BC. The management of the Pacific 
Fisheries Adjustment and Restructuring (PFAR) Program has been a partnership 
endeavour on the part of WD, Human Resource Development Canada, the Department of 
Fisheries and Oceans and the Department of Indian Affairs and Northern Development. 


WD has staff administering the Infrastructure Canada Program in every western province, 
providing managerial and program officer staff to administer and liaise with provincial 
counterparts. As the renewed program was initiated in this fiscal period, only partial 
amounts of the allocated resources were expended. 


Outcomes Achieved 


Job creation and infrastructure | e Number of jobs created e Job creation is not an 
renewal objective of the new 
infrastructure program. 
Jobs created under the 
previous program have 
been carried over into this 
fiscal period and have been 
reported in previous DPRs. 
e Total leveraged e Infrastructure Works 
expenditures on Program: a total of 800 
infrastructure homes will be protected; 
ring dike completed around 
the community of Grande 
Pointe (140 homes 
protected); reduced 
floodwater levels by 10 
inches relative to 1997 
flood conditions. 

e Infrastructure Program: 
$231,233 in WD funding 
leveraged an equal amount 
from Manitoba. 
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Economic adjustment in 
communities affected by the 
closure/reduction of federal 
facilities (such as base 
closures or the 
commercialization of the 
Whiteshell laboratory), 
changes in federal policies 
(such as the revitalization of 
the Pacific salmon fishery) 
and natural disasters (such as 
the Red River Valley flood.) 


e 57 direct™* jobs and 65 
indirect jobs were created 
and 4 new businesses were 
established in the 
Whiteshell Adjustment. 

e 958 jobs were 
created/maintained in BC 
through fishing adjustment 
programs. 

e $754,333 in WD funding for 
7 projects leveraged 
$738,602 from other 
sources in the Whiteshell 
Adjustment. 

e WD’s contribution of 
$12,685,717 in grants and 
contributions leveraged 
$32,124,777 from other 
sources adjustment in BC’s 
salmon fisheries sector. 
Key core community 
projects assisted included 
harbour renewals, 
community centres and 
community tourism 
facilities. 

e An evaluation of the Pacific 
Salmon Adjustment 
program will be completed 
by the end of 2001. The 

evaluation will include case 

studies of six of the 
communities hardest hit by 
the downturn in the fishe 

Efficient delivery of national Administrative overhead e The Pacific Salmon 

programs resulting in timely cost as a percentage of total Adjustment program was 

project or agreement program cost managed with WD core 
approvals and amendments as resources. 

well as compliance to the e The Whiteshell Community 

terms and conditions of the Adjustment program and 

agreements. the Pacific Salmon 

Adjustment program were 

managed with WD core 

resources. 


e Economic impacts of WD 
sponsored initiatives, 
including jobs 
created/maintained. 


e Preservation of key core 
community infrastructure 
such as hospitals, 
community centres and 
airport facilities. 


e Satisfaction of 
stakeholders/partner 
organizations 


** Direct jobs are created at the project site or by the proponent; indirect are spin-off jobs, for example, 
suppliers of goods or services. 
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e Cycle time to approve 
projects 


e Client/partner/stakeholder 
satisfaction 


Full Total funding 
commitment/disbursement of committed/disbursed 
available program funds 


Leveraged federal funds e Total funds leveraged 


Lessons Learned 


WD works with its partners 
to minimize approval time 
while maintaining high 
standards of due diligence. 
In the new Infrastructure 
Canada Program, federal- 
provincial management 
committees were 
established, joint federal- 
provincial secretariats were 
established to coordinate 
program delivery, program 
criteria developed, project 
contracts created and 
internal administrative 
procedures were developed. 
The cycle time for project 
approvals in the Pacific 
Salmon Adjustment 
program varies, but 
averages at 1 month. 

An evaluation of the Pacific 
Salmon Adjustment 
program will be completed 
by the end of 2001. 


e Budgeted funds for all three 


programs are disbursed or 
reallocated to future years 
or other WD activities. 


e WD’s contribution of 


$6,302,100 generated an 
additional $28,202,053 in 
contributions from other 
sources for coordination 
and for the delivery of 
small business development 
services in the BC Coastal 
Fishery Adjustment. 


e WD contributions of 


$19,973,383 for the three 
National Programs 
generated another 
$61,296,665 in funding 
from other sources. 


The CEAI program has been a prime example of a partnership approach. It is funded 
through the PFAR program (Fisheries & Oceans), funds are managed by WD-BC, the 
program is administered by the Fisheries Legacy Trust (a grouping of the 13 coastal 


34 


Community Futures Development Corporations) and decisions were taken by a steering 
committee comprised of Mayors from coastal communities, CFDC representatives, First 
Nations, the Province (Fisheries Renewal, Ministry of Community, Aboriginal and 
Womens’ Services) and representatives from federal departments involved in the PFAR 
program (WD, Human Resource Development Canada, Department of Indian Affairs and 
Northern Development and the Department of Fisheries and Oceans). This approach put 
decision-making into the hands of those closest to the communities, individuals affected 
by the fisheries downturn and experts in the field of business development and loan 
management. 
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Legacy Programs 
Context and Background 
From 1987 to 1995, WD delivered the Western Diversification Program to businesses in 
Western Canada. The program offered repayable contributions to firms that were 
developing new products, new markets, new technologies, or replacing imports. Clients 
and partners shared the risk by injecting equity into these projects. 


Resources 

WD seeks to maximize the return from these previously made repayable contributions, 
pursuing every account in a cost-effective manner to ensure that existing commitments 
are paid out in accordance with the terms of the agreements, and to ensure compliance 
with the Government of Canada accounts receivable policy. 


In administering its collection activities, the department takes an approach that involves 
working with businesses to adapt repayment plans to business fluctuations, and ensuring, 
within good business practices, that businesses are given every chance to survive and to 
contribute to economic growth in Western Canada. 


The performance measure, as noted in the Outcome chart below, is the value of 
contributions repaid including related revenue & interest. In 2000-2001, WD collected 
$26.7 million from its Legacy Programs portfolio, $6.7 million more than anticipated. 


Future revenue from repayable contributions will gradually decline as the Department 
moved away from this type of funding in 1995. 


Outcomes Achieved 


Repayable contributions e Collect $20.0 million in e collected $26.7 million. 


repaid in accordance with accordance with terms of 
terms of contracts. repayable contribution 
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Section IV: Appendices 
APPENDIX I - Financial Tables 


Financial Performance Overview 

Planned spending for fiscal year 2000-2001 year was $238.7 million, $20.3 million 
greater than the year-end authorities of the Department. The authorities were lower than 
the planned level primarily due to the deferral of contribution authority to subsequent 
years for Western Economic Partnerships Agreements ($25.4 million). Actual spending 
was $214 million, 2% less than the departmental authorities of $218.3 million due to 
delays in construction projects under the new Canada Infrastructure Canada Program 
($1.7 million) and the Canada Infrastructure Works Program ($0.6 million); and, to 
finance the carry-forward of operating resources ($1.8 million) to fiscal year 2001-2002. 


The following table summarizes total appropriations and expenditures for WD in 
2000-2001. 


Western Economic Diversification ($ millions) 
Planned Spending $238.7 
Total Authorities $218.3 
Actuals $214.0 


Financial Summary Tables 
The following financial tables depict the resources available to the Department in 


2000-2001 and how these resources were used, as well as revenues generated by the 
Department. The tables also provide comparative historical information for previous two 
years. Please note that WD has reported the following tables: 


Table 1 - Summary of Voted Appropriations 

Table 2 - Comparison of Total Planned Spending to Actual Spending 

Table 3 - Historical Comparison of Total Planned Spending to Actual Spending 
Table 4 - Revenue 

Table 5 - Statutory Payments 

Table 6 - Transfer Payments 

Table 7 - Contingent Liabilities 


ys 


Table 1 - Summary of Voted Appropriations 
Financial Requirements by Authority ($ millions) 


Western Economic Diversification 
115 Operating Expenditures 
120 Grants and Contributions 
(S) Liabilities under the Small Business 
Loans Act 


(S) Liabilities under the Canada Small 
Business Financing Act 
(S) Contributions to Employee Benefit Plans 


Business Line 
FTEs 
Operating 
Capital 
Grants and Contributions 
Total Gross Expenditures 


Less: 
Respendable Revenues 
Total Net Expenditures 
Other Revenues and Expenditures 
Non-respendable Revenues 
Cost of services provided by other departments 
Net Cost of the Program 


Planned 


2000-2001 
Total Actual 
Authorities 


36.8 44.0 42.0 
177.8 144.7 142.4 
18.0 BANS 23.5 
2.0 |i | ts) 
4.1 4.6 4.6 


Planned Authorities 


344 344 342 
40.9 48.6 46.6 
197.8 169.7 167.4 
238.7 218.3 214.0 
238.7 218.3 214.0 
(53.0) (53.0) (55.4) 

3.6 3.6 3.6 
189.3 168.9 162.2 


38 


Table 3 - Historical Comparison of Total Planned Spending to Actual Spending 
Historical Comparison of 
Departmental Planned versus Actual Spending ($ millions) 


2000-2001 
Actual Actual Planned Total Actual 
Business Line 1998-99 1999-00 Spending Authorities 
Western Economic 267.3 9152 238.7 218.3 
Diversification 
267.3 215.2 238.7 218.3 


Table 4 — Revenue 


Respendable Revenues (§ millions) | 
2000-2001 

Actual Actual Planned Total 
Business Lines 1998-99 1999-00 Revenue Authorities Actual 
Western Economic -- -- -- -- = 
Diversification 
Total Respendable -- -- -- -- = 
Revenues 
Non-Respendable Revenues ($ millions) 

Actual Actual Planned Total 
Business Lines 1998-99 1999-00 Revenue Authorities Actual 
Western Economic 69.8 58.0 S70 53.0 55:4 
Diversification 
Total Non- 69.8 58.0 53.0 53.0 55.4 


Respendable Revenues 
*The $55.4 million Non-Respendable Revenues include the following major components: $26.7 in 
collections on repayable contributions including interest; $25.4 million in service fees for the Small 
Business Loans Act and for the Canada Small Business Financing Act and $0.9 million in refunds of 
contributions. 
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Table 5 - Statutory Payments 
Statutory Payments ($ millions) 


2000-2001 


Actual Actual Planned Total 

Business Lines 1998-99 1999-00 Spending Authorities Actual 
Liabilities under the 24.4 26.3 18.0 DBD 23.5 
Small Business Loans 
Act 
Liabilities under the -- 0.0 2.0 Le | es 
Canada Small Business 
Financing Act * 
Contributions to 4.5 4.4 4.1 4.6 4.6 
employee benefit plans 
Total Statutory 28.9 30.7 24.1 29.6 29.6 
Payments 


* An amount of $30,670 was planned, authorized and spent under this program in 1999-00. 
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Table 6 - Transfer Payments 


Transfer Payments ($ millions) 

Business Line 2000-2001 
Western Economic Actual Actual Planned Total 
Diversification 1998-99 1999-00 Spendin Authorities Actual 

GRANTS 

Grants 0.0 0.0 a0) 0.0 0.0 
Total Grants 0.0 0.0 5.0 0.0 0.0 
CONTRIBUTIONS 
Western Diversification Om 101.7 159.0 123.9 123.9 
Program 
Canada Infrastructure 89.0 18.3 7.8 6.4 5.8 
Works Program 
Infrastructure Canada -- -- -- 20 0.3 
Program 
Loan Fund Program Da 13 6.0 6.0 6.0 
Red River Flood -- 24.0 -- 6.4 6.4 
Protection Program 
(S) Liabilities under the 24.4 203 18.0 23.5 235 
Small Business Loans 
Act 
(S) Liabilities under the -- 0.0 2.0 135 1.5 


Canada Small Business 
Financing Act * 

Total Contributions 
Total Transfer 


Payments 
*An amount of $30,670 was planned, authorized and spent under this program in 1999-00 
Note: Due to rounding, figures may not add to totals shown. 


192.8 
197.8 


169.7 
169.7 


229.3 171.6 


Table 7 - Contingent Liabilities 


Contingent Liabilities (millions of dollars) 
List of Contingent Liabilities Amount of Contingent Liabilities 
Current * 
March 31, March 31, as of 
1999 2000 March 31, 2001 
Claims, Pending and Threatened 120 1.0 0.0 
| Litigation 
Total 1.0 1.0 0.0 


= 
* The previous $1.0 million contingent liability identified was reduced to approx $60K by the end of fiscal year 
2000-01. 
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APPENDIX II - Sustainable Development Strategy 


Context and Background 
The first round of Sustainable Development Strategies (SDS) were tabled in December, 


1997 and were in effect for a period of three years. During the first half of this current 
reporting period (April 1, 2000 to March 31, 2001) an assessment of the 1997 SDS was 
conducted and the results were used in the development of the updated WD SDS. The 
second round of Sustainable Development Strategies were tabled in Parliament on 
February 14, 2001. A full description of the assessment of our 1997 SDS and an 
electronic copy of our WD SDS 2000 can be obtained from our website at: 


http://www.wd.gc.ca/eng/rpts/strategies/sd_plan/sd2000/default.htm 


In consultation with staff and stakeholders, the following three goals, underlying 
objectives, performance indicators and targets were developed. Work began on the SDS 
commitments even prior to the official tabling of the strategy in February 2001. 


Goal 1: To facilitate the integration of sustainable development into the business 
practices of SMEs in Western Canada through our network partners. 

Objective 1.1 Performance Indicator 1.1.1: 
To provide our network # and % of WCBSN members who have 
partners and Western SMEs access to the WD sustainable development 
with information on the information 
practical application of Performance Indicator 1.1.2: 
sustainable development. # users who access WD sustainable 
development information 


Tarseralatal: 
100% by March 31, 
2002 


Target 1.1.2: 
Increase to March 31, 
2004 


Performance Indicator 1.1.3: Target 1.1.3: 
# and % of WCBSN members who are using 25% of WCBSN 
the sustainable development information members by March 31, 


package in their delivery of services. 2003. 
Goal 2: To integrate sustainable development into the programs, services and activities 
that we deliver directly and in partnership. 


Objective 2.1: Performance Indicator 2.1.1: Target 2.1.1: 

To support projects that # of projects that support sustainable Annual increase to 
promote sustainable development and the $ value of WD funding March 31, 2004 
development principles, approved. 


practices and technologies, 
directly or in partnership with 


others. 

Objective 2.2: Performance Indicator 2.2.1: Target 2.2.1: 

To implement strategic % of new programs assessed under the SEA 100% by March 31, 
environmental assessment process. 2003 


(SEA) process for all new 
program and policy initiatives. 
Goal 3: To foster a sustainable development culture within WD. 

Objective 3.1: Performance Indicator 3.1.1: Target 3.1.1: 


To make employees aware of # and % of employees who receive a 80% of employees by 
the SDS and the objectives and | sustainable development orientation package. | March 31, 2003 
targets. 
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Objective 3.2: Performance Indicator 3.2.1: Target 3.2.1: 

To communicate progress on # of best practices and case studies addressing | Increase level, 

the WD SDS to employees ona | sustainable development generated. measured annually 
regular basis. 

Objective 3.3: Performance Indicator 3.3.1: Targeus. 3: 

To demonstrate and encourage | Number and type of 3R initiatives Increase level, 

the 3Rs (reduce, reuse, recycle) | implemented at WD facilities. measured annually 


and implement recycling 
programs in WD facilities. 


Objective 3.4: Performance Indicator 3.4.1: Target 3.4.1: 
To increase green procurement | # of people with procurement responsibilities | 90% by March 31, 
within WD. who have received green procurement 2002 

training. 

Performance Indicator 3.4.2: Target 3.4.2: 

# of contractual agreements that included Increase level, 

green specifications. measured annuall 
Objective 3.5 Performance Indicator 3.5.1: Target 3.5.1: 
To increase energy % of all new office equipment 80% by March 31, 
conservation in WD facilities purchased/leased that are energy efficient 2002 

_| models. 


Targets and Progress 
There were no targets set for the fiscal period ending March 31, 2001, as the updated 


strategy had only been tabled a month earlier. Work began, however, as early as January, 
2000 on a Sustainable Development learning program for employees of the Department 
as well as those of our network partners: the Community Futures Development 
Corporation; the Women’s Enterprise Initiative; the Canada Business Service Centre and 
the Francophone Economic Development Corporation. The resulting training package 
will be implemented in September, 2001. 


Corrective Action 

One of the “lessons learned” during the assessment of our last Sustainable Development 
Strategy was the importance of tracking targets and reporting on measures in a regular 
and timely fashion. The Department is developing an Environmental Management 
System (EMS) and has established a position for an Environmental Management 
Coordinator. 


The Department also started work on an upgrade to its project database to capture areas 


of impact in the economy, environment and social fields to facilitate future SDS 
reporting. 
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APPENDIX III - Service Improvement Initiative 


Context and Background 
To ensure citizen centred service delivery, a Service Improvement (SI) Initiative was 


approved which established a target over the next five years of at least a 10% 
improvement in the public’s level of satisfaction with the delivery of key government 
Services. 


Client Satisfaction Survey 
As part of this citizen-centred initiative, WD undertook a Client Satisfaction Telephone 


Survey in 2000-2001 in order to determine baseline data and priorities for improvement. 
The survey was undertaken using Common Measurement Tool (CMT) methodology and 
included questions on Government On-line as well as Service Improvement to provide 
information for both these initiatives. The original CMT questions were designed for a 
written survey. To make an early start, WD undertook to adapt these questions for 
telephone use. Future priorities will include the examination of different methods for 
measuring ongoing client satisfaction. 


The 77% satisfaction rating was a marked improvement over the 58% rating recorded in 
the previous survey of late 1998. It also sets a challenging standard from which to 
achieve the desired 10% increase. For more information and results of the Client 
Satisfaction Survey, please see Appendix V. 


SI Implementation 
A WD SI Steering Committee of senior functional Managers was formed in late 2000 to 


manage WD?’s SI activities and provide guidance on SI plan development and a 
Departmental Co-ordinator was designated. 


In 2001-02, WD will focus on enhanced Client Satisfaction measurement and on action to 
improve results. 
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APPENDIX IV - 2001 WD Client Satisfaction Survey 


In our last Departmental Performance Report, WD indicated that service quality and 
client satisfaction were important organizational considerations. In order to document 
current levels of client satisfaction and to compare results with a survey taken in 1998, a 
large-scale client survey was conducted in March of 2001. 


A telephone questionnaire was developed using the Common Measurement Tool’ 
model, the de facto standard for federal departments and agencies. WD Clients were 
asked to rate the Department on both satisfaction and importance in the areas of 
sensitivity to needs, service reliability, access to service, communication and overall 
satisfaction. 


% of clients rating 4 (satisfied) and 5 (very satisfied) ~All Mfenee Lhree quarters (77%) of 
Sensitivity to needs 15% participants in the survey 
Service reliability 75% indicated that, overall, 


Access to service 80% they were “satisfied” or 


Communications _ 19% “very satisfied” with their 
Overall satisfaction with the most recent contact 717% 


The helpfulness of officers 87% nan eet, hae 
The courtesy of the officers 95% ; i 

The business knowledge of the officers 717% (64%) of all clients would 
Timeliness of responses to telephone or e-mail messages | 81% recommend WD services 
The clarity of the information provided 90% without reservation. 

% recommending WD Services without reservation 64% 


The overall satisfaction represents a substantial improvement over the 1998 WD result of 
58% of satisfied or very satisfied clients. The recent survey showed improvement in a 
number of service areas. 


Change 2001 Client Satisfaction Results 


The way you were kept informed of the 
co) 0 
38% Tae ae status of your request 


1998 Client Satisfaction Results 

Keeping you informed on the status of 

our request or application 
noe made by staff to assess your 51% Wee 79% ree made by officers to assess your 
Help guiding you through processes 43% Beeio 69% The guidance provided by officers 
Helpfulness of the person who handles A 6 igen f offi 

aepened 68% Beaks 86% Helpfulness of officers 
Prompt reply to your telephone calls or 
Internet inquiries 
Business kup wled ge.o8 the person whe 55% Tap 72% The business knowledge of the officers 
handles your request 
Competent, well-trained staff 64% eee! 79% The competence of the officers 
Ease of contacting service staff 63% fae) 78% _ Ease of reaching officers 


The timeliness of responses to telephone 


64% aw ; 
or —mail messages 


81% 


*> Visit http://www.tbs-sct.gc.ca/SI-SI/sii-ias/tools/index_e.shtml for more information on the Common 
Measurement Tool, provided by the Treasury Board Secretariat. 


APPENDIX V - Collective Results 


As a comparatively small department with a broad mandate, WD collaborates closely 
with a wide variety of other federal government departments, provincial and municipal 
governments, community organizations, and others. For example, WD partners with 
provincial governments to invest in economic development through the Western 
Economic Partnership Agreements (WEPA). The Deputy Minister for WD chairs a forum 
of western provincial economic development deputies, to share information and explore 
opportunities for collective action on a range of policy issues facing the West. This forum 
is supported by the western ADM Policy Group. 


In addition, WD participates in the Senior Officials Forum on Innovation, along with 
members from the four western provinces and two other federal departments. 
Participation in Regional Federal Councils is also a priority for WD; two of our ADMs 
chair federal councils in Saskatchewan and Manitoba. WD's strategy for its Business 
Development and Entrepreneurship core program area is heavily dependent on collective 
initiatives with non-profit organizations such as Community Futures Development 
Corporations and Womens' Enterprise Initiatives and federal/provincial cooperation 
through Canada Business Service Centres. 
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APPENDIX VI - Government On-Line 


What is Government On-Line? What are the “Tier 1” Requirements? 


Government On-Line (GOL) is the By the end of 2000 citizens can expect: 

Government of Canada’s plan to e Information on key programs and services available on-line. 
become the government the most _ Many are already on-line and accessible through 
electronically connected to its citizens www.canada.gc.ca. 

in the world by 2004, with Canadians |e Commonly-used forms available to download and print. 
able to access federal information and | e The ability to contact Departments through the Canada Site. 


services on-line at the time and place The Canada Site will be revamped and re-organized around 
of their choosing. citizen needs and topics of interest. Citizens will have the 
ability to personalize content on the Government of Canada 
portal in a way that makes sense to them. 
A technology and policy framework will be in place that 
protects the security and privacy of Canadians in their 
electronic dealings with government. 


The Government of Canada's Government On-Line (GOL) Initiative*® is based on a 
commitment made in the 1999 Speech from the Throne to offer citizens and businesses 
faster, more convenient and seamless access to services and programs. The initiative 
consists of three tiers: 

e Tier One (by December 2000): Information on all key programs and commonly 
used forms available on-line. 

e Tier Two (by December 2004): All Department key services available on-line 
organized around citizens’ needs; applications and financial transactions will be 
processed securely on-line in "real time". 

e Tier Three (in the next few years): joint service delivery with other levels of 
government, businesses, volunteer organizations and international partners, where 
appropriate. 


WD is building the relationships necessary to maximize effective use of this fast 
changing technology to improve service to Canadians. A senior executive has been 
appointed to lead the initiative. A steering committee with representation from all areas 
of the Department sets GOL priorities within WD, and a Project Management Office has 
been established. 


WD is consulting with WD staff and members of the Western Canada Business Service 
Network to define the business transformation required, the back end process that needs 
to be built, the partnering relationships that need to be established, the core competencies 
required for on-line delivery of products and services and a plan to upgrade skills or hire 
employees with these skills, as required. 


7° More information on this initiative can be found at http://www.gol-ged.gc.ca/index_e.asp 
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APPENDIX VII — Contact Information 


Contact List - Western Economic Diversification Canada 


General Inquiries 

Toll free telephone service 
(in Western Canada only) 
1-888-338-WEST (9378) 


Headquarters 
Canada Place 
Suite 1500, 9700 Jasper Avenue 


Edmonton, Alberta T5J 4H7 


Telephone : (780)495-4164 
Fax : (780)495-6876 


Alberta Office 
Canada Place 


Suite 1500, 9700 Jasper Avenue 


Edmonton, Alberta TSJ 4H7 
Telephone: (780) 495-4164 


Fax: (780) 495-4557 


Manitoba Office 

The Cargill Building 

Suite 712, 240 Graham Avenue 
P.O. Box 77 

Winnipeg, Manitoba R3C 2L4 
Telephone: (204) 983-4472 
Fax: (204) 983-4694 


WD Web site 
www.wd.gc.ca (English) 
www.deo.gc.ca (French) 


British Columbia Office 
Price Waterhouse Building 
700-601 West Hastings Street 


Vancouver, British Columbia V6B 5G9 


Telephone (604) 666-6366 
Fax: (604) 666-6256 


Saskatchewan Office 
Suite 601, 119 - 4"" Avenue South 


P.O. Box 2025 


Saskatoon, Saskatchewan S7K 3S7 
Telephone: (306) 975-4373 


Fax: (306) 975-5484 


Ottawa Office 

Gillin Building 

141 Laurier Avenue West 
Suite 500 

Ottawa, Ontario K1P 5J3 
Telephone: (613) 952-9378 
Fax: (613) 952-9384 
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